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STATE OF FLORIDA

COMMISSIONERS: o GENERAL COUNSEL
RONALD A. BRISE, CHAIRMAN 7 * S. CURTIS KISER
LISA POLAK EDGAR r (850)413-6199
ART GRAHAM
EDUARDO E. BALBIS
JULIEL. BROWN

Hublic Serpice Qommission

June 21, 2012

VIA ELECTRONIC FILING

The Honorable Marlene H. Dortch, Secretary
Federal Communications Commission

445 12w Street, SW

Washington, D.C. 20554

Re: CG Docket No. 03-123, Florida TRS Complaint Summary
Dear Ms Dortch:

In accordance with Order FCC 00-56, issued March 6, 2000, enclosed is a copy of Florida’s
relay complaint summary for the period of June 1, 2011, through May 31, 2012. Florida received 36
complaints about the various types of services including CapTel. Each of the complaints were
resolved within the FCC’s time requirements. If you have any questions, please contact Bob Casey at
(850) 413-6974 or at beasey@psc.state.fl.us.

Sincerely,

/s/

Cindy B. Miller

Senior Attorney
CBM:tf

cc: Mark Stone, FCC Consumer & Governmental Affairs Bureau
Division of Regulatory Analysis (Salak, Casey, Williams)

CAPITAL CIRCLE OFFICE CENTER o 2540 SHUMARD OAK BOULEVARD ® TALLAHASSEE, FL 32399-0850
An Affirmative Action / Equal Opportunity Employer
PSC Website: http://www.floridapsc.com Internet E-mail: contact@psc.state.fl.us
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Complaints made to Sprint Relay

Complaim Tracking for FL {06/01/2011.05/31/2012). Total Customer Contacts: 36

Tally [Date of [Nature of Compiaint Date of Resolution  |Explanation of Resolution
Complaint
1 |06724/11 A Cuslomer was upset that the supervisor who responded to a 062411 A complaint was made toward the Supervisor on duty, not the
call with Hs Relay Opserator called him/lver a bad name and operator. Further investigation by Commurications Manager
hung up so fast that he/she could not apologize for the behavio indicated the caller was compiaining about someone namad
displayed towerd the operator, The operators number listed thel “Shery.” There is no Supervisor at this center by that name.
numbers 686 and this mede the customer nervous causing Tiwee attempts to reach the caller ware mada, but there was
them to call the operator things like “hsll lake of fire*, *Satart”, no answer.
and “Lucifer”. The Customer fait bad for calling the operator
these names and wantad a chance to apologize. An apology
was made for the inconvenience and the customer was
assured that tus information would be forwarded to tha
appropriate manager. A phone number was provided for follow
Up. The customers name was not provided.
2 |osizeit A Customer made 3 calls to Customer Service and each call De281 An attempt to contact the customer was made to get more
'was garbled. Finally efter the customer could be read, the specific nfermation and there was no answer. We finally spokd
Relay Oparator typed while she was typing, gave wrong facts with the customer and apologized for the incident. The
to her and had no professionalism. Her original concam wes a Customer was sducated about Caller ID tlocks and she said
call regarding her phone number nat being biocked or given to she appreciated the information.
& company she calied on Sunday. She had disled *67 then 711
'When the customer got her ardar, har phone mimber was on
the order. Her main concem was how the Refay Operator
deeatac ot
3 |og28/11 The Relay Operator kept typing "Message garbled.” it seemed 06728/11 The Relay Operator followed proper procedure. Along with
fike the Communication Assistant wasn't trying to help e placd setwling the macro "your message is garbled” the Relay
a call or willing to get a supsIvisor to come on the line to ussist, Oparator disabied wrbo code and reduced the typing spsed.
The maessage continued to come actoss garbled and the Relay]
Operator was unable o read the customers messages.
4 |07/07/11 A customer calf and & Spanish operator was requested and o107/11 In followiry up with the Relay Operator, proper procedure was
the operator would not connect the customer. The operator raviewed arvd the Relay Operator is now aware of how to
said ordy that they could not do that and that they would fer i@ ¢ Spanish Op .
disconnect. An apology was given 10 the customer and ey
were assured that the Relay Operator will be followsd up with.
The customer was offered a transfer to a Spanish operator.
The dict niot renuest o follow un
5 [o7/11i11 A Customer called and got & Spanish operator thet kept saying FYARIET This is 8 Technical Complaint. Program Managers/Accowrst
that the message was garbled. The Customer typed the same Managers are responsible for Technical Complaints. An emait
thing ning timas before hanging up. The Customer slated that was sent to Operations 1o clarily "ICMY* and if a Trouble Ticked
before the operator number she received “ICMY* and then the was Issued. A letter was composed and mailed it to this
operator number. An apoilogized was made to the customer customer using the explanation aiready provided by the
and the customer was thanked for the feedback. Follow up was! supervisor to the customer. Clarification: Did not use the
oftersad and the customer provided a mailing address for follow supetvisor's comment in the tetler since it was not a resolution
up by mail. A Suparvisor clarified with the customer about the The lechnician stated thal ‘engineaenng is ewara of the parbling
"CMY” before the operator number and the cafler stated that it issue with regards to “ICMY” among other latiers appeating |
was typed by the operator in the initial gresting. before the operator numbar and worked on it'. The Cusiomer
has not calied our Custorer Service department back to
i b i
& [0818r11 The Customer stated thet they have a right to ask for another 08r18/11 A calt was set up with the Suparvisor and ihe customer on the
Relay Operator avon if they are in the middie of a call. Tha Quibound fine and information was reiayad Inbound as
Supervisor was discriminating egainst the customer in every tequired. Tha Customsr of was informead of relay protocol. A
cull. fatter wos sent o the customer via smail per the follow up
7 |10/0174% Technicat - General 10714741 The Custormer reported that several callers received a busy
signal when trying to reach her. The Customer Service
Representative was able to place several successfui caplionsd|
calls 10 the CapTel user. Tha Customer Service Representative
shared the cuslomers experience with technical support for
further investigation which showed a temporary fouting issue
the phone network that resolved itseif. We corfimed that the
customer is now able to resch this number successtully with
8 1100011 A TTY Customer placed a call and asked the relay Relay 10/09/11 The Relay Operaior was coached on the importance of
Operator to describe all voice emotions and tones, which the following the custamers instructions and relaying voice
Relay Opsrator did not do. At the end of call when the custome] descriptions. Customsr service is a top prionty and relaying
askad for voice tones, the Relay Cperator replied that they background info and voice descriptions are a must.
*can't identify & voice emobion™. Tha Customer was very
unhappy because they hed always had voice tones typed out
for tham until this time. The Customer Service Reprasentative
apologized for the call and promised to take down a complaint
against the Relay Operator. The Customer requested a follow
up email regarding this complaint,
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9 [16i17711 TTY customer stales that the Relay Operator did not follow her 1017211 The Relay Operator was coached on honoring all redial
instructions to redial 10 times. The Relay Operator said he can requestsinsiructions from customers. The Relay Operator
onty redial once and then she would have to ask again o rediai stated he now fully understands how to property handie this
and continue this way unlil they had rediated 10 times. The type of request in the future. A foliow up email was sent 10 the
customer was apologized to and requested foliow up via email. customer per her request.

10 10720411 “The Relay Operator hung up on me.” 10720111 A Supsrvisor met with the Retay Operator in regards to this
complaint. The Relay Operator remembered specifically that h%
hed a call at this time that froze up and disconnected the caller

A Troubde ticket was entered and closed as a one-time
fachnicat isstia with the siation

11 |16:314111 [Aceuracy of captions 107317141 A Customer shared feedback regarding the accuracy of
captions and staled that somelimes he experignced incorrect
words. The Customer Servics Represertative apologized for

the incidence and thanked the customer for bringing their
experience to our attention. The Customer Service
Reproesantative suggested that the customer document the
date, time, and Communication Assistant number of any future
calis to allow us lo take spacific action with the
Communications Assistant captioning the call,

12 1170411 The Custorner complained. that the caller reported, that the 1104741 The Relay Operator was coached on the importance of
Communication Assistant Jidn't type “your welcome” of "have 9 demonstrating a warrn and friendly demeanor when speaking
nice day” after she closed her call by typing “themk you®. with the customer. E-mail follow up made as raquested.
Customer Service responded, apologized and told her the
report would be sent 10 the call conter supervisor. The
sl maanatad nflnw on

13 [11716:11 Technical - Generat 14430411 A call to a CapTel customer would not connect. A test call fromy

the Custorner Service Representative did connect correctly.
The Customer Service Representative shared the aistamer's
sxpariencs with fachnical support for further investigation whict
showed a temporary routing issue in the phone network that
resolved itsell. Wa confirmed that the customer is now able to
reach this number successfully with captions.

14 1130011 Technical - General 12/009/11 A Customers nephew reported getting a busy signal only whery
calling from his land tine photwe to his aunt’s CapTel. Technicall
support provided the customer with a remedy by re-routing the
callers calls through a ditferent cerrier. The Custorner Service

Representative confimed thet this adjustment resolved the
o Ny
15 120311 Technical - General 12108711 A Customer reported seeing o Long Distance message on his
screen. Further research showed that a local call was being
routed as & long distance call. Technical Support made an
adjustment in the system so that the call data shows the call ag
being local instead of long distance. The Customer Service
Representativs confimmed this adjustment resolved the
16 |12/08:11 Technweal - General 12:09/11% A Customers nephew reported not being able to connect with
the CapTe! 800 through the captioning sarvice. Telephone
Relay Service network carriers identified a configuration issus
and re-routed calls temporanily through a different carrier until
tha anginal camier was abla o pamanently resolva the issie.
The nephew confirmed that hs is now able to connect with his
aunt's CapTel phane through the captioning service.

17 1243 A Customer eompiaining about garbling only when numbers 1241311 In observing the screen, the supervisor could sae that the
were coming out. The Custormer said this atways happens with message was not garbled on the Relay Opsrators end of the
Florida reiay and all Retay Operators intentionally garble their conversation. A trouble ticket for garbling was submitied. A
messages. The Custorer said he will be taking this to higher trouble licket was opened but we were unable to foliow up with
authorities and hung up after cursing at the supervisor, The customsr 1o nform them of the action taken on the techinical
Supervisor had no opportunity to respond to the customers complaint.

18 |1297141 Technical - General 1244771 A Caller to a CapTel user reporied her inability to reach ong

spagific numbsar through the captioning service. One of the
Telephone Relay Service network carmriers identified a
configuration issue and re-routed calls temporaniy through a
different carrier until the original carrier was able lo
permanently resolve the issus. The Customer Service
Representative confirmed the issue has been parmanantly
resolved by the original carrer and customer is able to reach
Hhi b,

18 (01707112 ‘The Customer said thet the Relay Operalor was being rude oIOTN2 The Operator was coached about caller control and the proper|
because the Relay Operator would start to type again afier she phrasing to use to inform the voice person when the TTY user
had already given the go ahead. The Relay Operalor kept is trying to interrupt.
typing over the cuslomer. An apoiogy was nmade to v
customer and he was mformed that the Relay Operator wouid
be ooached . The Customer is satisfied and does not want a
falloa it ratl
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17/19/12

[ The Relay Operator did not do a good job on my relay call My
sistar told me he would not type everything The Supervisor
askad it the caller had any examples of missed conversation
and the cafler said the Relay Operator was just not typing in
general. An apology was made for the inconvenience and a
follow up was offered on this complaint. The customer requests
that a supervisor will follow up with his sister via voice and
appropriate contact information was provided.

01/11112

A suparvisor followed up with the Relay Operator and reviewsd
the proper procedure for relaying calls. The Relay Operator did)
not remember the cali and fesls that this would not have been
done intentionally, but will be more aware of typing verbatim in|
the future. The Supservisor foliowed up with the customer and
the customer was pieased with the result of the coaching of the
Relay Operator and thanked us for our follow up

21

02/07/12

A Fionida TTY user complainad that the Relay Opurator did not
inform thet thet static could occured after their caller hung up.
The Relay Operator apologized for the problam and explained
that the Relay Operator supervisor would ba made aware of thy
issue. Follow up contact was not wanted.

0207112

The Relay Operator claims that the cusionisr connected on an
outbound line with & lot of static. The Retay Oparator relayed
evarything they could understand and offered to redial, but the
calter said ho, with profanity, end disconnected. The Relay
Operator was coached on the importance of keaping the catier|

22

02713112

A Customer said that the Relay Opsrator couldn't hear him.
|Atthough his notes said VCO caller, the Ratay Oparator didn't
put the call on VCO. An apology was made fo the customer
they were informed thast the Relay Operator woulkd be coached.
The Customer was satisfiad and did not request any follow up,

02113712

Vvl
The Relay Operator was hed on folk Q cust notes
ard to nolily bridge personnel for questions, The Relay
Operator understood.

23

Q21712

There was a dialing Issue with the customer being unable to
dial a regional 800 number.

02/20/12

A Customer reported that she was atiempling to reach an 800
number bt got & departmant that could not transfar the cafl to
the division she wished 1o reach. The Cuslomer Service
Representative sdvised the customer that an adjustment was
made to how this regional 860 # would be routed {0 alfow the
call to reach the general number successfully.

24

02/20/12

Technical - General

03/06/12

A Customsr reported that she is having difficulty calling her
electric comparny on the CapTel 800. The Customer indicated
that sha can call her slectric company's phone number without]
captions on the CapTel 800 st not with captions. Similarty thel
customer reported having the same experisncs whan calling 8

difterent phone number for her electric company. Technical

support did an adjustment in the system to aflow the customer’q

phone calls to go through successiully. The Customer Service

Reprasentative confirmed that the customer Is able to call both
numbers for her eleciric company from the CapTel 800

02728712

The customer stated, "First of all the Relay Operator said she
announced the call but | didn't hear the TTY tones. Second sh
said that she couldn't complete the calf bacause it was o 800 &,
{ have been calling this number for many years, My rother is
the TTY user. Your Reley Operator argued with me about this.”
The Relay Operator called over the Supervisor and seid they
triad to connect the call but it would not. The Supervisor dialed
the number and connected the call which was an 600 # and
connected to a TTY. The caller wanted ta make sure thet
someone spoke to her about her aititude and the caller was
apologized to.

02728012

The Relay Operstor said she and 8 Supervisor kept gefting an
arror massage when trying to out diel, but it finally went thr
on its own. They submitted a trouble ticket. The Relay Operat
was coacherd on following customar instructions and keeping
the customer informed of cali changes.

(12/28/12

The Customer stated, "She fikes to play games and say she
can’t read me or can't set the machine. (L is coming across
porfoct to me o3 this end. She kepl sayity it's garbied. Please
talk to your Relay Operator about how to work her machine.”
[An apology was mada for the Inconvanience and we let the
customer know (t has baen docurented.

02028112

The supervisor met with the Relay Opserator and reviewed the
proper procedure when dealing with o call that is garbling. The|
Relay Operator was aware of this call and did by o correct the
issua but was unable to. A ipubie ticket was not filled aut for
this garbling issue and the supervisor did coach the Relay
Operator on the importance of trouble tickets so that otir
technicians can attempt {o find a resolution to any technicat

isenps that maateg

27

02/26112

A Customer complained that the Relay Operator was using an
inappropriate tone of voice. The Customer asked the voice
catler why they were impatient or annoyed, and the voice catier|
hung up after saying that they were not impatient or annoysd.
Tha Customer is mad that the oparator misundsrsinod the tone|
of voice of the voice calter. A Supervisor was not abie to spogk
'with the customer since the customar hung up before more
information was gathered.

02720112

A Supservisor was not able to speak with the customer since thd
customer hung up before mare information was gathered.

28

03/30712

A Florida TTY usar calied to complain that they were getting any|
error when frying to eccess the intermet website

lwww.sprintretayonline.com. Customer Service apologized for
the inconvenience and opened a Trouble Ticket. The Customer|

dict not reouest fofiow un.

0330712

This has been msoived and the Customar did not request
follow up
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28 (0407112 A TTY user stated that the Relay Operator stopped responding 04072 The Relay Operator was coached on correct call procedures.
twice duting a call. The Relay Operator never sent the dialing follow up emall was sent 1o the customer.
aut macro. The Relay Operator started typing the recording but
then abruptly stopped typing and the TTY user typed “hello q
hello q helio q.* The Relay Operator never responded. After
waiting for a little over a minute the TTY user dacided to hang
up A Cusiomar service representative apologized to the
customer and stated that the information would be passed
along to the eppropriate parties. The Customer requested
follow up via email.

30 |04:21112 A Customer's daughter reported both CapTet phones were not 04726112 A Custorser Service Reprasentative also confirmed that a
working. regular phone did not get a dial tone at either phonre jack and

reforred the caller 1o the phone service provider for further
assistance. This resolved the customer's experience.

31 |04/24112 A Customer's daughter reported that no phones in the home 04:24/12 A Customer Service Representative advised contacting the

lat tone. h i vider for agsistance.

32 |os61/12 tnternal Update Performed 0813712 A Supervisor spoke with the Relay Operator. He could not

remamber any specifics of this call. The Relsy Operator is
aware of the consaquences of disconnecting a call or the need
to report any technical issues. The customer was calted back 2t
the contact number given to get more details of what occurred.,
The Supervisor spoke to three different people In the
housshotd; all stated they could not remember placing any
complaints. Tha ticket was closed out.

33 |05/02142 A Customer reported that the outgoing calls thay made today 0503/12 The Relay Cperator on the call logged a trouble licket noting
rang four times and then there was no audio however the call tha same exporience as the customer. Further investigation
still connected and the call was captioned. identifiod & work station Issue which was corrected. The

Customer hasg since made successful captioned calls,

34 |05/03M2 A Customer was having difficuity reaching e particutar number 0511612 Technical support made an edjustment o how the customer's

using her CapTel phone. captioned calis routed and this rasolved the experience. A
Customer Service Representative confimed that the customer|
is now able to make captioned calls to the number in question.

35 |0%07112 Customer's hedper reported thot upen set up at @ new location 05/07412 Customar Service Representative advised contacting the
the CapTal does not raach a dul tone. telophone service provider to ensura that the service has besn

swilched o the customers newlocation, |
. . . . . .
Complaints made to Florida Public Service Commission
36 06-06/11 An inmate of a Florida Civil Commitment Center 06-20/11 The investigation showed that both hearing and non-

alleged he was being discriminated against
because he was only allowed to make collect relay
calls.

hearing inmates making outgoing calls are required to
make collect calls. No discrimination found.
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STATE OF FLORIDA

% DIVISION OF COMPETITIVE MARKETS &
Ly ENFORCEMENT

BETH W. SALAK
DIRECTOR
(850) 413-6600

COMMISSIONERS:

MATTHEW M. CARTER II, CHAIRMAN
LISA POLAK EDGAR

KATRINA J. MCMURRIAN

NANCY ARGENZIANO

NATHAN A. SKOP

PHublic SBerprice Qonmission

June 19, 2009

Ms. Marlene H. Dortch

Office of the Secretary

Federal Communications Commission
445 12th St., SW

Washington, D.C. 20554

Re: CG Docket No. 03-123, Florida TRS Complaint Summary
Dear Ms. Dortch:

Enclosed is an original and four copies of Florida’s relay complaint summary for the period of
June 2008 through May 2009. Also enclosed is a compact disc containing the same complaint
summary.

Florida received 84 complaints about the various types of services including CapTel. Each of
the complaints were resolved within the FCC’s time requirements. If you have any questions, please
contact me at (850) 413-6974 or at beasey@psc.state.fl.us .

Sincerely,

Robest]. Casey

Robert J. Casey
Public Utilities Supervisor

Enclosures (6)

cc: Arlene Alexander, FCC Consumer & Governmental Affairs Bureau
Division of Regulatory Compliance (Salak, Harvey)
Division of Service, Safety, and Consumer Service (Moses)
Office of General Counsel (Tan)

CAPITAL CIRCLE OFFICE CENTER e 2540 SHUMARD OAK BOULEVARD e TALLAHASSEE, FL 32399-0850
An Affirmative Action / Equal Opportunity Employer
PSC Website: http://www.floridapsc.com Internet E-mail: contact@psc.state.fL.us
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Complaint Tracking for FL (06/01/2008-05/31/2009).

Total Customer Contacts: 84

Tally | Date of Nature of Complaint Date of Explanation of Resolution
Compl. Resolution

1 06/07/08 A voice customer said that the agent was 06/07/08 There is no such agent ID number.
very rude. The customer said that they could
not hear the agent and when they asked
them to repeat, the agent was rude. The
complaint was made on 6/5/08 but the
customer said the incident happened around
June 2 or 3. The complaint was forwarded to
the correct center. No follow-up was
requested.

2 06/09/08 A customer contacted Customer Service via 06/09/08 A supervisor coached the agent on proper call handling
email at 9:09 PM on 6/6/08 and stated: "She procedures and to always provide the best quality service. A
is very nasty and hateful to us, most times follow-up email was sent to the customer on 6/9/08 letting them
she won't let the calls go through and when know the resolution.
she does put it through she is saying
sarcastic remarks about my husband being
deaf and in prison. Also she telis other
operators not to answer him when he dials.

Some complaints have been forwarded to the
ADA concerning her making fun of the deaf.
Family members are not deaf and we hear
the awful insults." Customer Service replied
via email that the report was sent to the call
center supervisor. Follow-up was requested.

.3 06/16/08 A TTY customer's branding has changed 06/16/08 Customer Service verified the branding. The only reason the
from TTY to BRDU and they have been trying branding may not have been updated is the ani.dat file wasn't
all week to find out how to fix it. The problem updated on both call controllers. The issue is now resolved and
started 6/10/08. | apologized and opened a the customer did not request follow-up.
trouble ticket. No follow-up was requested.

4 06/16/08 Accuracy of captions 06/16/08 A customer shared feedback regarding the accuracy of captions.
Customer Service advised them that it would be most helpful to
have a sampling of what they are seeing to determine if the
captioning is affected by phone fine quality (dropping characters in
the words) or actual CA performance. The customer was told that
if she documents the date, time, sample errors and CA number,
we can do specific follow-up with the captionist at the Call Center.
We can also advise the customer whether their was caused by
poor data connection quality or a CA at the Captioning Service.
The customer chose not to provide specific follow-up.

5 6/17/2008 Billing - General 6/17/2008 Confirmed with the customer that the default relay carrier billing
charges appear on his bill prior to customer's carrier of choice
registration date, due to his home carrier of choice not being
registered with CapTel. Explained to customer that now that he is
registered, he will receive billing according to his home carrier of
choice. Advised consumer of the many ways carrier of choice
registration is brought to CapTel consumer's attention.

6 06/18/08 A caller requested that the agent not type 06/18/08 The Team Leader explained to the agent that she could
recordings. The agent typed a short recording understand why they were trying to be helpful in this situation, but
which stated that the number dialed was not to always follow customer instructions no matter what. The agent
accepting calls, because the agent thought it understood and apologized.
was important for the customer to know.

7 06/18/08 Technical - General 06/18/08 A long distance network problem was identified where calls were

routed through an incompatible network using VOIP lines, causing
data connection difficulties. The problem was resolved by
technical support by routing calis through an alternate network. 1
confirmed with the customer that this remedied the circumstance.
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8 06/26/08 A customer says that all of her calls through 06/28/08 The Relay Program Manager will transfer this complaint to the
the relay service are garbled. She has tried to correct Relay Program Manager who handles Florida. | attempted
adjust the settings on her phone to no avail. to reach customer 3 times on April 19 - there was no answer and
Customer Service responded by apologizing no answering machine to leave a message. The trouble ticket
for the problem and assuring her that we explained the resolution. The Relay Program Manager attempted
would turn in a trouble ticket. A trouble ticket to call customer 3 times but there wasn't a way to leave a
was opened. message.

9 6/27/2008 Billing - General 6/27/2008 Collected information and took appropriate action.

10 06/30/08 A customer complained that the agent was 06/30/08 A supervisor followed up with agent, who stated she had slowed
playing games and typing slowly. her typing speed down to try and correct garbling from the TTY

user. The typing on the agent's end was accurate. This was no
agent error and no action was taken.

11 07/03/08 Around 8:45 PM a VCO customer called in 07/03/08 No specific agent IDs were given for coaching. The supervisor
requesting to speak to a supervisor regarding walked around floor reminding agents about the proper procedure
an issue of agents disconnecting his calls. for handling correctional facility calls. The complaint was
The customer said that he is having difficult forwarded to the account manager for follow-up.
time trying to place calls and that seven times
in the last hour agents disconnect him after
saying that they cannot place a call from a
correctional facility. | explained that | was
unable to transfer this call to a specific
supervisor and suggested that he should
discuss this with Customer Service, which he
declined. | also stated that | could not follow-
up without Agent IDs being given. The
customer wants a resolution, so this was
referred to the account manager for foliow up
via mail.

12 07/07/08 The customer stated that at approximately 07/07/08 No foilow-up with the customer was required. The agent did not
2:45 PM today he got agent and provided the hang up on the customer. The computer did a "memory dump” in
calling to number. When he did not receive the middle of the call, which automatically disconnects the call.
any response, he provided the number a This is a technical issue and not agent error.
second time, but there was still no response.

The customer then typed "hello qq ga" and
nothing was typed back. The customer had to
disconnect the call and redial into relay,
which he finds very frustrating. | apologized
for the inconvenience and assured him that
this will be forwarded to agent's direct
supervisor.

13 07/14/08 Service - General 07/15/08 A customer shared feedback regarding the service of a specific

captionist during some Spanish captioned calls. The Customer
Service Representative apologized for the incident, thanked the
customer for the feedback, and informed them that this information
was shared with Captioning Service management so that the
processing of Spanish captioned calls can be improved.

14 08/03/08 A TTY user said that this agent was very rude | 08/03/08 The complaint was forwarded to a supervisor for follow-up on
and refused to make a TTY to TTY cali for processing calls and not arguing with customers.
him and told him he was calling from a jail. The agent was terminated for unacceptable behavior.

He tried to place this call approximately 12:50
PM. There were no customer notes
indicating that the calling number was at a
prison. 1 apologized and toid him | would refer
the complaint for follow-up. No follow-up with
the customer was requested.

15 08/06/08 Disconnect/Reconnect during calls 08/06/08 Sent customer information explaining the difference between a
CapTel phone and a traditional phone. Explained to customer why
disconnection/reconnection might be occurring and sent email with
tips to reduce their occurrence.

16 08/07/08 A FL voice customer called to complain that 08/07/08 | called the customer twice and there was no answer, then | was

he cannot reach his mother via FL relay. The
line goes dead for 10 seconds and then he
gets a recording informing him that long
distance calls must be billed, and asking him
to enter the number he is calling. He does not
reach a live agent. He gets the same result
whether calling the FL 800 number or 711. |
apologized for the inconvenience and opened
a trouble ticket. Follow-up was requested.

able to leave a message on voice mail. The customer has not
called back. The trouble ticket explained the resolution. The Relay
Program Manager left a message on voicemail and has not
received a call back.
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17

SN

08/09/08

A customer attempted to call Florida Relay on
August 8th 2008 from 9:00 PM to 11:00 PM
and was unsuccessful. She kept getting a
message telling her to hold for a relay agent,
but was never connected to an agent. The
customer needed to get through to her doctor
and was unable to do so. She is asking for a
letter explaining that the relay system was
down to be sent to her and her primary care
doctor. The Customer Service
Representative apologized for the error and
recorded the customer's and doctor's
addresses so a letter might be sent. No
follow-up was requested.

08/20/08

A letter was sent to the customer on 8/20 with an explanation of a
significant increase in call volume during this time frame on 8/8
and an apology for the inconvenience.

18

08/11/08

A caller reported that they could not complete
a call by dialing 711 on 8/9/08 at 5:27 PM.
The Customer Service Representative
apologized for the inconvenience and
provided the 800 VCO number. A trouble
ticket was entered on 8/11/08 and follow-up
was requested.

08/11/08

| contacted the customer to let her know that a trouble ticket had
been entered. | also explained the resolution: a technician
contacted the LEC, since they route the 711 calls. The customer
appreciated the contact and explanation and thanked me for all of
my help.

19

08/13/08

A caller reported that the CA kept saying over
and over, "speaker no good, breaking down".
It seemed that she wasn't paying attention
and kept asking to repeat things. The
Customer Service Representative apologized
for the inconvenience and told him that a
report would be sent to the call center
supervisor. No follow-up was requested.

08/13/08

The complaint was forwarded to a supervisor for follow-up on
possible equipment issues or paying attention to call.

A supervisor spoke with the agent about the call. She remembered
the call and said that it appeared that the hearing person's voice
kept cutting in and out, as if they were on a cell phone, and she
had to have them repeat. She wanted to let the TTY user know
this to keep them informed. This appears to be a technical issue
and not agent error, so0 no action was taken.

20

08/19/08

A TTY customer made a call through FL
Relay on Friday, 8-15-08 at approximately
4:00 PM ET to his doctor's office. The
operator indicated that a male voice at the
office made an appointment. for him today,
Tuesday, 8-19-08. When he arrived for his
appointment, the doctor's office advised him
that he did not have one and that they had
never received a call from him via Relay last
week. The TTY customer does not believe
the Relay operator made the call and lied to
him. | explained to the caller that Relay
operators make all calls requested to each
and every number. | also advised that a
complaint would be entered regarding the
problem he reported. The customer requests
follow-up contact.

08/22/08

The complaint was forwarded to a supervisor for follow-up. This
could have been a technical issue and the operator may have
thought that the message was left. This agent was not working
during the time of the call. The complaint closed as non-agent
error.

21

08/28/08

A customer complained that only one French
agent was available.

08/29/08

The caller was advised to transfer to English to process an English
relay call.

22

08/28/08

A customer stated that when they dialed
relay, they connected to the same operator
on two different occasions, one hour apart.
When the operator dialed the call, the
customer was disconnected after 15 seconds
on each occasion. The supervisor apologized
for the inconvenience.

08/28/08

A Supervisor Assistant explained that the description indicates
there may have been a technical issue at the workstation and
requested information from the customer that would allow a
technician to check for issues. The customer did not want to
provide details or contact information for the technician. The
supervisor apologized for the inconvenience and said the
information would be passed to the center.

A team leader met with the agent on 8/28/08 and went over proper
disconnect procedures and that intentionally disconnecting calls
can be a teminable offense. Also discussed that if calls are
dropping due to technical problems that a supervisor needs to be
notified immediately. The agent understands.

23

08/29/08

Service - General

09/02/08

A customer shared feedback regarding the service of some
captionists during some Spanish captioned calls. The Customer
Service Representative apologized for the incidents, thanked the
customer for the feedback, and informed them that this information
was shared with Captioning Service management so that the
processing of Spanish captioned calls can be improved.

24

08/29/08

Disconnect/Reconnect during calls

09/02/08

The customer was sent information explaining the difference
between a CapTel phone and a traditional phone. | explained to
the customer why disconnection/reconnection might be occurring
and sent a letter with tips to reduce their occurrence.
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25 08/30/08 A customer complained that the FL TTY 09/02/08 Customer Service tested the number on 9/2/08 at 8:20 AM and it
number could not be reached, there was only was answered after one ring and is working perfectly.
a beep and then a disconnect.

] 08/30/08 This customer called in about problems 08/30/08 I contacted the customer for follow up, who reports "everything is
connecting to their client, a TTY user. This fine; it's working." The customer is using cell phone and Info digits
has happened on several occasions but the from Metro P are not sending. The customer's line was branded
most recent was August 30, 2008 at 7:36 PM for Voice.

CST. The person is upset about the
inconvenience. Customer Service provided
her with the Florida Refay number and
recommended she try using that number
directly instead of the 711 shortcut. It was
also recommended that she try contacting
her phone service. Follow-up was requested.

27 08/30/08 The customer complained that the agent did 09/05/08 | met with the CA and went over procedures on how to do a calling
not keep the TTY user informed while card call and how to keep the caller informed as to the steps being
processing a call using a prepaid calling card taken to complete call.

(i.e. recording playing, entering info, your
balance is...).

28 08/31/08 The caller reported that he could not reach a 09/02/08 A Customer Service Representative tried the number and reached
Creole agent and wanted Customer Service an agent, but the customer was not satisfied with the result.
to try calling the Creole number. Follow-up was requested from the Account Manager, who has

dealt with this customer in the past. The Relay Program Manager
emailed the customer on 9/8 and 9/12 to provide support and
explain the reason for closing the customer's in-state call center.
On 9/30, a Customer Service Representative explained to the
Relay Program Manager that this customer has been rude many
times, several times on many days, to Communication Agents and
supervisors--using derogatory, abusive, and threatening language
towards all Relay employees and then disconnecting the calls.
After discussions with various team managers, it was decided to
temporarily block this customer, especially given their prior history
of such actions.

29 09/05/08 The customer complained that the agent did 09/05/08 | met with the CA and went over call procedures for using a calling

- not keep the TTY user informed while card and how to keep the caller informed on the steps taken.
processing a call using a prepaid calling card.

30 09/09/08 The customer states that when French 10/09/08 Trouble ticket #6995777 has been filed. The on-site technician has
Creole agents take his calls, the computer indicated that there are no further problems.
seems to skip some text and letters are
missing, making the conversation hard to
read. This only happens on French Creole
calls. Relay Customer Service responded by
apologizing for the problem and assuring the
caller that a trouble ticket would be turned in
with the problem as stated. A trouble ticket
was opened, no call back was requested but
he would like the problem fixed.

31 09/10/08 Accuracy of captions 09/10/08 A customer shared feedback regarding the accuracy of captions.
The Customer Service Representative apologized for the incident,
thanked the customer for the feedback, and informed them that
this information was shared with the appropriate captioning service
staff for follow up. | also suggested that the customer document
the date, time, and CA number for more specific follow up.

32 9/12/2008 Billing - General 9/12/2008 Phone company reimbursed customer for the bill. Customer
satisfied.

/'\\
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33

09/13/08

A customer placed calls today (9/13/08) at
two different times where the greeting and
relay were in Spanish. The caller prefers
English. This also happened several months
ago and the customer believes it is due to an
"auto branding" and should be cleared by
technical support for good this time. The
customer also wants a note in his profile-
making it clear that no changes should be
made to his profile without specific
instructions and consent. | apologized to the
customer, selected English as the language
preference in GUI, and made a note per the
customer's instructions. | also informed the
customer that the problem would be sent to
technical support for resolution. Follow-up
was requested.

09/13/08

| checked the customer's database profile to be sure English was
selected as the answer type. A note was put in place per customer
instructions.

34

09/14/08

A customer experienced muttiple disconnects
while placing calls through relay. As soon as
the operator's greeting was received, the call
would end. | apologized to the customer and
informed them that this issue would be
forwarded to technical support for resolution.
Follow-up was requested.

09/14/08

The disconnects were a result of the call coming in Spanish
instead of English. The database profile was updated per
customer request to select English as the preferred language. The
customer was contacted via email as requested.

35

09/20/08

A customer called complaining that they were
unable to reach a Creole Agent in the
Jacksonville Center. They wanted the
complaint documented because they are
unhappy with the switch over from the Miami
Center. When there was a Miami Center,
they were always able to get Creole Agents,
but he says now he never gets one. The
Customer Service Representative apologized
for the unavailability of a Creole Agent in the
Florida Center and listened to the Caller's
complaints. The caller requests follow-up by
email.

09/20/08

The Relay Program Manager provided support and answers to this
customer; however, after discussion with various team managers,
it was decided to temporarily block this person from using the
Relay service since they continued to use derogatory, abusive,
and threatening language to all Relay employees, despite frequent
attempts to explain via phone and email that this is not tolerated.

36

09/29/08

A VCO customer reports that she is unable to
properly connect with FL Relay and waits on
line for long periods of time before reaching
an operator and sometimes gives up. The
customer previously reported this problem on
9-23-08 and stated that they need the
problem fixed now. The previous customer
complaint and trouble ticket had been
entered on 9-23-08. The customer stated
they were contacted by someone and
advised they were working on the problem. A
trouble ticket was opened and the customer
requests contact ASAP.

04/22/09

| called the customer twice and there was no answer. | called
again and was told that the customer no longer lives there. The
trouble ticket explained the resolution. As the previous
representative mentioned, the customer no longer lives at this
number.

37

10/05/08

The customer states that the agent refused to
connect his call; he attempted to connect
TTY to TTY then hung up on outbound. He
said he wouldn't make any more calls, as this
has been going on for a while; it keeps
hanging up. The voice never initiates the calls
- they are aiways the outbound. | apologized
and said that the call would be followed-up
on. | asked if there was anything else we
could do for him. A foilow-up call is requested
at 3:00 PM.

10/05/08

The agent is no longer with the company.

38

10/07/08

Technical - General

10/07/08

Technical support added this new area code/prefix combination to
the system database, allowing the customer to successfully
complete a captioned call through the Captioning Service.

39

10/08/08

A FL TTY customer states they requested to
be transferred to Spanish, but were
transferred to Customer Service instead.
Customer Service apologized and no follow-
up is needed.

10/08/08

The agent was coached on paying careful attention when
transferring customers.
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40 10/08/08 A customer complained that captions stop in 10/08/08 | advised the customer that the captioning assistant experienced

middle of calls. no audio during this call, so sent a technical message noting
difficulty and to hang up and try the call again. A subsequent test
)_\ call yielded great captions and the issue is resolved.

A 10/15/08 A customer says she can no longer make 10/26/08 The trouble ticket indicates that " the ticket was transferred to me
long distance calls to her son or daughter on 11/3. [ contacted the customer and son/daughter and they
when using the FL Relay Service. Relay stated that the problem has been resolved.” This contact was
Customer Service responded by apologizing closed.
for the problem and assuring her that a
trouble ticket would be sent to further
investigate the problem. A call back was
requested and a trouble ticket was opened.

42 10/20/08 A customer emailed to complain that the CA 10/20/08 The complaint was forwarded to a supervisor for coaching on
"lied to me and my husband and then hung disconnecting calls and TTY to TTY procedures.
up on us. My husband has this on his print- A supervisor met with the agent and coached them on the proper
out from his TTY. She refused to connect us procedures for connecting TTY to TTY calls and explained that is
TTY to TTY and told my husband that | said the agent is unsure how to process any call to ask for assistance.
the TTY user was unavailable. This is not Follow-up completed by supervisor on 10/24/08 via email.
true." She said her husband would send the
tape to the ADA. The date and time of call
were not provided. The Customer Service
Representative replied that the report would
be sent to the call center supervisor and if the
callers could fax a copy of the TTY tape we
would appreciate it. | provided fax number.

Follow-up was requested.

43 10/24/08 Technical - General 10/24/08 After that telephone carrier identified and corrected a technical
issue with the number the customer was trying to call, the user can
now reach that number when dialing with captions.

44 11/03/08 The customer complained, "Operator typed 11/03/08 A team leader met with the agent on 11/3/08. The agent was
horribly slow. Operator would not type certain informed that they are expected to meet the 60 WPM typing speed
phrases to mom causing confusion during the and at least 85 percent accuracy on all calls. The agent was told
call. Kept typing extremely slow, kept pacing. that if they are experiencing problems with processing a call to

o~ Outbound user complained about her notify a supervisor immediately and they understand.
spelling. When | requested a supervisor she
said one was not available.” | apologized to
the customer and assured them the
information would be forwarded to the
appropriate supervisor.

45 11/08/08 This user complained that for the past 2 11/12/08 The issue was assigned to Customer Service for further
months the voice person has not been able to investigation. A trouble ticket was turned in on this problem. This
call her friend using FL relay, as the call will complaint was transferred to the right Relay Program Manager
not go through. The out dial makes funny who handles Florida. | left 3 messages on voicemail but did not
tones and the call cannot be connected. This hear back from the customer.
caller was also branded VCO, but is a
hearing person who calls a VCO user. |
apologized for the inconvenience and took
her information down. | also changed her
device status in the database back to voice
and changed her long distance carrier to her
new one. The customer requests a follow-up
call.

46 11/13/08 Technical - General 11/13/08 Customer Service has determined that the netwark is classifying
this user's call as coin/non-coin/unknown. The CapTel platform
was modified to accept this network classification for a residential
user.

47 11/24/08 Accuracy of captions 11/24/08 A customer shared feedback regarding the accuracy of captions.
The Customer Service Representative apologized for incident and
thanked the customer for bringing their experience to our
attention. Customer Service suggested that the customer
document the date, time, and CA number of any future calls to
allow us to take specific action with the CA captioning the call. The
customer chose not to provide specific examples at this time.
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number, they receive a loud siren sound. This
also happens when calling other numbers
with xxx area code. On voice to TTY calls
there is a lot of garbling. Voice messages
aren't being left on his TTY answering
machine. 711 is not working correctly. The
customer says a Customer Service
Representative previously told his son to set
analog to digital, but the customer does not
understand what that means. He reminded
Customer Service that they have not returned
his last two service complaints they submitted
to technical support last month, and states
that he does receive automatic answering
calls on TTY. The customer requests follow-
up via phone.

48 11/25/08 The customer complained, "Me and my family | 11/25/08 | apologized to the customer and informed them that the issue was

have tried all weekend to contact my mother. documented and would be looked into. A supervisor suggested
L Her phone number is xxx-x0-xxxx. When we disconnecting and trying again, as we had FL Spanish agents

- dial the Spanish Relay the line just rings and available at the time his complaint was taken. The customer said
rings but no one answers. Why is no one "ok" and then disconnected.
answering the FL Spanish Relay number?

The number we called is FL Relay Spanish 1-
877-955-8773." The customer requests
follow-up.

49 12/01/08 A FL TTY customer says he cannot get 12/01/08 A message was left on a TTY answering machine on April 19 at
connected to two local numbers calling 12:05 asking the customer to call back. 2 more messages were
through the relay via 711. The calls are both left on the answering machine and customer has not returned the
local. Relay agents tell him the numbers calls. The trouble ticket explained the resolution. As the previous
"keep coming up silent". | apologized for representative stated, 3 messages were left on the customer's
inconvenience and opened a trouble ticket. answering machine on different days and times and the customer
Follow-up was requested. has not called back.

50 12/01/08 At 12:15 PM a customer stated that he is 12/01/08 The trouble ticket explained the resolution. | left messages for the
experiencing difficulty connecting to his family customer and have not received a call back.
members at two separate telephone
numbers. The operator would dial out to
either silence or to ambulance tones. The
customer stated that he tried 711, the FL 800
relay number, and also FRS but couldn't get
through to the two numbers. The customer
database indicates the long distance Carrier
of Choice as Bell South, predetermined paid
by Inbound. | apologized to the customer and
a trouble ticket was completed on this issue.

The customer wishes follow-up via fax.

51 12/02/08 A voice customer stated that she is unable to | 04/22/09 2 messages for the customer were left on voice mail. | called again
call her mother via FL Relay due to getting a and there was no answer or voice mail so | was unable to leave
busy signal, but the number rings when another message. The trouble ticket explained the resolution.
dialed directly without Relay. | advised the Also, as the previous representative stated, voice messages left
customer that a trouble ticket and complaint on the customer's answering machine were not returned.

= would be entered. A test call was made from
Relay Customer Service with an office desk
phone and the line was busy. A trouble ticket
was opened. Customer requests contact
asap.
52 12/09/08 Consumer education - USB 12/09/08 I provided the customer with information on the CapTel phone
USB model.
53 12/08/08 Accuracy of captions 12/09/08 A customer shared general feedback regarding the accuracy of
captions on their Spanish call. The Customer Service
Representative apologized for the incident and thanked the
customer for bringing their experience to our attention. General
feedback as received was passed on to Call Center Management.
The Customer Service Representative suggested that if customer
documents the date, time, and CA number of any future calls, we
can take specific action with the CA captioning the call. The
customer chose not to provide any follow-up detail.
54 12/16/08 The customer states that when they call the 12/16/08 A trouble ticket was entered regarding the complaints listed.

Unable to make contact with the customer at 12:40 PM and 12:55
PM. Referred to a Customer Service Representative for further
questions/inquires regarding the type of TTY being used. Lefta
message on a TTY answering machine on April 19 at 12:05 PM for
customer to call back. Left 2 more messages on answering
machine but the customer has not called back. Trouble ticket
explained the resolution. As previous representative stated, left 3
messages on customer's answering machine but customer has not
called back.
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‘ 55 12/19/2008 | Billing - General 12/19/2008 Discussed billing and took appropriate action.

56 12/19/08 Service - General 12/19/08 | advised the program outreach trainer that a severe snow storm

N impacted staffing at the Captioning Service and confirmed that a
customer's wait time was slightly longer than normally
experienced. | advised that customers should let the call ring a few
moments longer than the usual few seconds.

57 12/22/08 A FL voice user called to complain that he 12/22/08 The Customer Service Representative explained the use of relay

was receiving harassing phone calls through and provided instructions on further handling of phone calls. The
Sprintip. The Customer Service customer did not request follow-up.

Representative apologized and no follow-up

was requested

58 12/29/08 Disconnect/Reconnect during calls 12/28/08 | sent the customer information explaining the difference between
a CapTel phone and a traditional phone. | explained to the
customer why disconnection/reconnection might be occurring and
sent a fetter with tips to reduce the occurrence.

59 12/29/2008 | Billing - General 12/30/2008 Customer was referred to Sprint to address long distance charges
imposed by the default Relay provider in order to seek possible
reimbursement. Customer's preferred long distance carrier was
not registered with CapTel, but was registered upon contact with
us. Customer expressed appreciation for this assistance.

60 01/02/09 A supervisor came on the line, but the 01/02/09 The Relay Program Manager emailed the customer on 5/14 and

customer had not requested a supervisor. left a voice message on his answering machine on 5/15 at 2:30
They explained that hey were dissatisfied PM, inquiring if our Relay services have been satisfactory lately
with the way the agent was handling the VCO and to please email or call back. RPM made third attempt to
call. The customer said that either the agent contact customer and on 5/18 at 11:25 am, left a final voice
did not know how to process VCO calls or message on answering machine with email address and call-back
was badly trained. Then there was a click and number.
the line went dead. The customer stated they
called back into relay and requested him the
supervisor by name and asked him why he
had hung up. The supervisor said he did not
hang up, that the line simply disconnected.

= The customer said that they had worked in
relay for some time and did not know for the
calls to unexpectedly "disconnect”. The
customer said, "I told him | was not happy
with him (his tone was very short and he
sounded upset) and was not happy with the
"line disconnected” comment. We hung up.”
This customer prefers email responses and
stated they would like follow with this and e-
mail would be best. Customer would like
follow up via phone.

61 01/02/09 A FL Voice user states that they have many 01/02/09 The Relay Program Manager called the customer, apologized, and

problems while using Florida Relay, but the briefly explained about the Relay service.
main one is that the relay operator was rude
and interrupted the caller. The customer
states that the supervisor also had a tone that
was very short and sounded upset. Customer
service received this complaint via email and
apologized in a return email, assuring the
caller that this would be looked into by the
Program Manager. The customer would also
like a follow up by the Program Manager via
email.

/‘\
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location shows as "unknown" to Relay. The
customer gets an "invalid number" message
that interferes with Relay out dialing. |
apologized and opened a trouble ticket.
Follow-up was requested.

62 01/12/09 This customer states that he cannot place 01/12/09 A technician worked on and completed this issue on 1/13. They

international calls using his Verizon long were unable to duplicate the issue, as test calls completed with no
L distance. In the past, his database was issues. On 5/8 at 4:30 PM, the customer was called and there was

- altered to allow long distance calls to go no answer. The Relay Program Manager called the customer on
through with "local override" due to a bug in 5/11 at 11:10 AM and there was no answer. The Relay Program
the system with Verizon international long Manager called the customer on 5/14 at 3:55 PM and 5/15 at 2:05
distance. Customer Service responded by PM but was not able to get a hold of them. Since Customer
explaining that the development team had Service has not received further complaints from this customer,
informed Customer Service that the bug had and since we have not been able to get a hold of this customer
been fixed and re-entered Verizon for after three attempts, it is assumed that Relay services have been
international long distance in the Customer working well.

Database profile on 1/9/09. Due to this
change, calls would not complete on 1/11/09.
A trouble ticket has been entered by
Customer Service and follow-up was
requested.

63 01/13/09 A voice customer is unable to dial out via the | 01/13/09 A technician worked on this issue on 1/14 and reports it is "...fixed
relay, the number shows as an unknown with the recent VNH updates.”
location so relay cannot dial out. | apologized
and opened a trouble ticket. No follow-up
was requested.

64 1/16/2009 Biliing - General 1/16/2009 Changed phone company billing code for customer’s long distance

provider in our system due to long distance company changing to
a different billing code. This change will ensure customer receives
billing per their home account arrangement.

65 01/30/09 A customer reports that captions stop in 01/30/09 A customer shared feedback regarding captions stopping during a
middle of a call. call and provided specific call data. The Customer Service

Representative apologized for the incident and thanked the
customer for the feedback. Investigation identified that the call had
a trouble ticket indicating difficulty at the CA's work station. The
customer acknowledged receiving the message, "Sorry
experiencing technical difficulties please try your call again."” This
issue was resolved by center personnel immediately.

6 02/02/09 Consumer education - USB 02/02/09 Discussed the option of CapTel USB to have larger-sized text.

67 02/05/09 Disconnect/Reconnect during calls 02/05/09 The customer was sent information explaining the difference
between a CapTel phone and a traditional phone. | explained to
the customer why disconnection/reconnection might be occurring
and sent an email with tips to reduce the occurrence.

68 02/12/09 A FL TTY user has been unable to make 02/12/09 On 2/13 a technician said: "The number is a valid number
outgoing calls through relay for the past (Brandon, FL), forwarding ticket to Development to have the
week. When she tries she gets a message database updated." The database has been updated and the
that says, "Cannot proceed with out dial: Relay Program Manager called the customer via their TTY number
Could not out dial, Invalid calling party and was not able to leave a message. The Relay Program
number." The customer calied their LEC, who Manager calied the customer via voice on 5/11 at 11:16 AM and
said everything is fine on their end. | left a message. The Relay Program Manager called the customer
apologized for inconvenience and opened a a 3rd time on 5/14 at 2:35 PM and left a final message on the
trouble ticket. Follow-up was requested. voice answering machine, saying that it is assumed that relay

services have been performing satisfactorily since we updated the
database and have not heard further complaints.

69 02/25/09 A VOIP TTY customer reports that their 02/25/09 At 12:35 PM | left a message for the customer to return the call. A

female stated that she doesn't know if the issue has been
resolved. On 3/5, a technician updated the VNH successfully. The
Relay Program Manager originally called customer via TTY about
another complaint, as TTY was stated as the customer's preferred
choice of communication; however, on this complaint, they said to
call back via voice. The Relay Program Manager called the
customer on 5/8 at 4:50 PM via voice and left a message on an
answering machine asking them to call back. The Relay Program
Manager called the customer on 5/11 at 11:10 AM and left a voice
message inquiring if relay services were satisfactory and
requesting a call back. The Relay Program Manager called the
customer a 3rd time on 5/14 at 2:35 PM and left a final message
on the voice answering machine, saying that it is assumed that
relay services have been performing satisfactorily since we
updated the database and have not had any further complaints
from this customer.
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70

~

03/10/09

Accuracy of captions

03/10/09

A customer shared feedback regarding the accuracy of captions
and provided specific call data. The Customer Service
Representative apologized for the incident and thanked the
customer for the feedback. The call detail information was shared
with Call Center management for follow-up with the CA by their
supervisor. This was conveyed to the customer and they noted
appreciation of the follow-up.

71

03/12/09

Accuracy of captions

03/12/09

A customer shared feedback regarding the accuracy of captions
and provided specific call data. The Customer Service
Representative apologized for the incident and thanked the
customer for the feedback. The call detail information was shared
with Call Center management for follow-up with the CA by their
supervisor.

72

03/23/09

Captions lag too far behind voice

03/23/09

A customer reported that on a scripted recorded call she
experienced additional seconds of delay with the captions.. The
Customer Service Representative apologized for the incident and
investigated it. A fast paced script resulted in extra seconds of
delay as the captionist transcribed. The CA number was reported
to their supervisor for monitoring and assistance. The customer's
experience does not impact compliance with FCC rules for 60
WPM text transmission.

73

03/26/09

Technical - General

03/26/09

At 12:40 PM a major network supplier CapTel relies on
experienced difficulties that impacted some CapTel calls. At 3:15
PM, Captel's supplier re-established its link, allowing all calls to be
routed and processed nomally. Daily service level was met as
only some calls were affected. The customer confined ability to
make their call.

74

03/27/09

Disconnect/Reconnect during calls

03/27/09

The customer was sent information explaining the difference
between a CapTel phone and a traditional phone. | explained to
the customer why disconnection/reconnection might be occurring
and sent tips to reduce the occurrence.

75

4/1/2009

Billing Issue - Calling Card - unable to use

4/3/2009

CapTel Customer Service has determined that this user's calling
card provider is routing the call through a VOIP network not
compatible with CapTel. As an interim solution, CS mailed a
prepaid calling card to customer to provide this consumer time to
obtain a different company's calling card.
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04/08/09

The customer reports that the operator did
not follow his instructions on 4/8/09 at
approximately 7:40 AM. His daughter's phone
number is in the Relay database and he
relies on the operator to know how to access
his frequently dialed numbers. | apologized
and explained that the supervisor will be
notified. No follow-up was requested.

04/08/09

The frequently dialed numbers procedures were reviewed with the
agent.
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4/16/2009

Billing - General

4/17/2009

Discussed billing and took appropriate action.
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04/17/09

Accuracy of captions

04/27/09

The customer shared general feedback regarding the accuracy of
captions. The customer was asked for any specific detail that
would help Customer Service follow-up with the Call Center
personnel. The customer followed up days later and shared an
example of 2 word errors. The Customer Service Representative
apologized for incident and thanked them for bringing the specific
information to our attention. The feedback as received was passed
on to Call Center Management. The Customer Service
Representative educated the consumer about how text is
generated using voice recognition rather than typing, and that
corrections will appear in < > brackets after a word error. The
customer acknowledged that a correction was received during the
call and expressed satisfaction with the details shared.
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04/20/09

Accuracy of captions

04/22/09

A customer shared an example of a word error from a call that
confused her. The Customer Service Representative apologized
and thanked the customer for bringing their experience to our
attention. The Customer Service Representative also educated
the consumer on how text is generated using voice recognition,
and that errors caught will appear in < > brackets after the error.
The customer acknowledged that a correction was received during
the call. The customer was encouraged to ask other the other
party for clarification when desired to verify what was said, noting
she can do so at any time during the caption transmission. The
customer was satisfied with the support details shared.
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04/22/09

Customer Complaint: The caller reported that
when he dials the FL Spanish relay number,
it is answered in English; and when he dials
the English number it is answered in Spanish.
He does not want his calls to have to be
transferred each time to get the proper
language. He is bilingual and makes calls
through relay in both Spanish and English.
He requested a trouble ticket be entered as
was done in the past to correct the problem.
The Customer Service Representative
apologized for the inconvenience and told
him the trouble ticket would be entered. He
requested to be contacted via email with the
resolution.

04/22/09

A technician stated on 4/27: "Per state contract, we have to do
last-number branding look-up. I'll refer this to over to the business.
The only possible solution that can be done is to request that a
separate toll-number be set up for this customer or a design
change which would have to come from the business side." The
Relay Program Manager emailed technician on 5/8 for additional
support. On 5/9, IT said: :We are currently fulfilling last-number
branding look-up per state contracts. Since the customer is
bilingual & if the customer wants an English agent but previously
dialed in Spanish, the next call would route to Spanish per the
state contract requirements & not English. In order to
accommodate this customer's requirements in place of the stated
contract and original requirements, it would require a new card to
be opened for funding, new coding requirements & development
work. The only other solution is loading separate toll-free numbers
for the customer and route one to Spanish and one to English and
not do branding look-up on these numbers." The Relay Program
Manager emailed the customer on 5/11.
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05/06/09

On 5/3/09 a voice caller stated she was on
the phone with an elderly TTY user at
approximately 615 PM EST when she asked
the operator to repeat what she had just read.
The operator rudely said they would not
repeat and then the operator hung up on both
the voice and TTY users. The voice customer
wants a call back to confirm that the
complaint reached the appropriate
supervisor. | apologized and assured them
that the complaint would be forwarded to the
appropriate contact. Follow-up was
requested.

05/06/09

| met with the CA on 5/12/09. The CA remembered call and stated
that the voice person wanted them to repeat information that had
occurred earlier in the conversation. When the CA told the voice
person that they no longer had that information, the voice person
replied, "Well you are the only operator who doesn't." The CA said
the voice person became very upset and hung up. The CA denied
hanging up on them and it appears to me that the CA was
following proper procedures.

The Relay Program Manager, Operations, and the customer had
several email communications about this; the last email to the
customer on 5/14 stated: "[Sprint is] working with our Operations
team on a different solution. This may take time because Sprint is
already fulfilling the State of Florida's contractual requirements, so
this is something that will take time to develop a new procedure--
something 'extra’ we are doing outside of our normal duties.
[Sprint will] keep you posted.” Since the state relay requirements
are being met, this complaint is considered closed, yet Sprint will
continue working on this new feature as an added bonus.
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5/7/2009

Billing Issue - Calling Card - unable to use

5/7/2009

Investigated and informed customer that the calling card they are
trying to use is going through an incompatible VOIP network thus
preventing the call from connecting to the CapTel user. Provided
an interim solution for the customer, and advised using a different
calling card.
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5/8/2009

Technical - General

5/8/2009

Customer reported a one-time isolated incidence where captions
were not present. Investigated and explained to customer that
captions failed to appear on a call due to a technical issue at the
captionist's workstation. Apologized for this incidence. Customer
was advised he can turn captions off and on again while still on
the call to re-connect to the center and a new captionist.
Customer satisfied.
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5/18/2009

VCO customer states the agent doesn't pay
attention to instructions and always does the
opposite of what is requested. This time she
requested that he save the msg and he
deleted the msg from voice mail. This call
took place 5/18/09 at approximately 6:00 PM
CT. Apologized. No follow up requested.

5/20/2009

Team leader met with agent. Agent did remember this call and
remembered accidentally hitting the incorrect key. Agent informed
the caller of the mistake and verified all information as requested
by the customer and then transferred them to customer service at
their request. Went over call procedures and stressed the
importance of following customer instructions at all times. Agent
understands.

Date Generated: Fri, May. 15th, 2009 @ 01:41:29 PM CT
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STATE OF FLORIDA

COMMISSIONERS: ”ﬁ Division OF REGULATORY ANALYSIS
ART GRAHAM, CHAIRMAN o ¥ BETH W.SALAK
L15A POLAK EDGAR DIRECTOR

RONALD A. BRISE
EDUARDO E. BALBIS
JULIE T, BROWN

(8501413-6600

ablic Serorice Qommission

June 20, 2011
Ms. Marlene H. Dorich
Office of the Secretary )
Federal Communications Commission . Received & Inspecteq
445 12th Street., S.W., Rm TW-B204 JU
Washington, D.C. 20554 N'28 2011

Re: CG Docket No. 03-123, Florida TRS Complaint Summary
Dear Ms Dortch:

In accordance with Order FCC 00-56, issued March 6, 2000, enclosed is an original and four
copies of Florida’s relay complaint summary for the period of June 1, 2010, through May 31, 2011,
Florida received 121 complaints about the various types of services including CapTel. Each of the
complaints were resolved within the FCC’s time requirements. If you have any questions, please

Sincerely,

Robert J. Casey
Public Utilities Supervisor

Enclosures (4)

ce: Mark Stone, FCC Consumer & Governmental Affairs Burean -
Division of Regulatory Analysis (Salak, Trapp, Kennedy)
Office of General Counsel (Miller)

CAPITAL CIRCLE OFFICE CENTER # 2540 SHUMARD OAK BOULEVARD ® TALLAHASSEE, FL 32399-0850
An Affirmative Action / Equal Opporiunity Employer
PSC Website: htrp:fwww.floridapsc.com Internet E-mail; contact@psestate.Mlus
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quhm«bmumy mmmomwm
cattier C Service Re teraed thad g
Tustorer s now abe to place their calls successlly
T o0 TTaW 10 thakh CADROAED TR o0 mwwmm%wmemmgmwﬁum

SHNM A mI pon in one of the caners
nweks caased m CopTel user 1o expariance an nabilty o
contistt ko heit party. The issue was rasolved by the carrier.
> Service R wonfirmad (ha the casiomaer is
now 3bie la place Iheir Catls successisty.
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1Qr8Y

A Cusiomer {39 that the Oparator g ndt do 8 ool b, ! e
rypIng was not CHGr CUsIOmer Sarvive apoiogited and thanked Ihe
for the fredback. No lollow ¢ wais requesiled.

Oy

A SUpRnasOr Wk 20M U BOseove the cak i progress This was o
techrecal neue dus 1 garving on the Voice Camry Over machine.
The Qperator was ging clearty and acurataly.

uren

custonier siated tat he Operator was nol typiag anylhing et
i cuslomer was saying, anc that the TTY user did not raxaive sny
the cuslomar's words The customer requesing 2 lotiow up

w———
108G

A SUBEIOr was ATHE 10 GDuRIVE (N GM ih BROGIUtE, This was B
lechnical sue due 1o garbling, The Opwrater was typing ceady and
accurately A foliow up pPHOne Call was Mads on Novamber 10,
2010 A iy 0 e Cutk g exph J wat g W
memummmmup

3%

38

4 customer siated Tl they requesied Soother Qpecaior i iha call
jwas dmm\omd The custoler was viry upaet Cusomes Senvice
e for e T and inl o them that a
[Supervisor woukd foiyw up wilth the Oprealor 3% $00n 35 posgidie

REEIRIES)

w g U wth g Op . e Op staled hat ey
remembersd i cal very well. Trae Operatoc was fokowing
customMer Notes A veritying fhe number betore duating st The
Sustoinsr way visitly upset sad the Dperitr was confusad on whist
van being ssid The Qpecslon re verfied the number 16 Bt and the

cw&wmovmhor.mﬁouautmmdgld
propet cait 0 notes. No Tatow ap to
muummtr'«n-maod

TSI

nabie o roake captioned Lally

TE260

mmrwmnmwwmmwwmﬂ

g © make a captioned call © Swurvice
mmnmammm:zmwmamnummum«cwa
a techinical diftautly ot the Call Canter that caused calls pol & ring
hrough fo 8 waiting capti . A squipment vindor e
matter Custemner Service Represent CORGMAY the sustormet is
noed/ able 10 make their cuplioned calls suctessiully withou delay,

2

KPP

INSUWE 15 TKE COpROTRG Calls

ran)

CUsIBmr 1Rpored 1o 1664 10 Wil 15F a0 OpeTator when
g wnukel tH <ot Cuml Satvico

R igized 1of thes exp and fnoled there wis

at«etmdmmmumc«cwmnumwmdwmg

Brouph to a waiting captionist. An etuigenent vendor o the

matier £ Satvice R fironad the Cust iy

now able o make fmt capimc calts successhilly without delay.

BT

{i5abH 10 FaRE CAPUGNES Cals

&2

Gtmmetnpoma e reed 1o wad 161 M Dperator wien
g 1o make 3 captioned eall. Custores Sewvice
Rept J L d for this ¢xp ang noled there was
@ technical ﬁmy o he Call Center that causad calls fot to fng
through to & waiting caplionist. An sguiproent vendor corected the
natter Cusk Sarvice Rep etive toniinned the customes i
now 301 o make ther captoned Cotls succassiutly willout delay

3%

dtalng 10 1ake CApUGned Cais

s

AC&owzwwwmmﬂwwmmWM
gy o make 2 cafl. Cut Service

ey gizad Jor this expx ang roins thers wan

a tumu mmeu!y alihe Calt Conur that caused cats not fo ting

gwough 10 & wailing caplionist An equigmant vendor coirected the

matter Cush Bervice Rags ek cOnTitma (e cusiomer i

naw able 10 make thelr captioned calls suctassiuily vatiuout delsy.

40

TTOWTD

[Accucaty of captons

V1709110

R CUBIOIET EPOF6a LN Wy SHE MO WCT CADRONS GUITg T
IR calis ond provided the \phe of potek imitead of
piase Cusk Swrvice Represardative wipianed o the
Aoyw capts are te g visice PeCOgnilon

y and that i's pressibie that 3 word (hal soundcs ike the

corretl worn wil show in tref captions insiesd of the iMended word

Explaingd that if we nctmsct word that sounds simiiar 1 seed oot

ad wm«:nowmm-wrmm 0 < tiackets >, Cusiotmey
Service K g st she dons

cmmmaulmnl-. ons she should de t

m«a«-mmaoommmormymmmwgwmmmmm

spectic action with the Dpedtor caplioning the cat,

41

TIAWG

JAccuracy of Capiions

7118119

& ied A ¥hos e Caplions on ihei Cel G0 Tl
mak¥ sense. G Servica ftve suggasied thal the
cusiomer documant ihe dals tirne :nd Operator 1D of any tutue
calis 0 C Service Repr v COud aesial wiith hurther
traubleshnesting
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TG [ty of Capiions YT i Shatwd JOTdinG BETUrACY Of CAPHONE,
T Service Rep apoiogired foe the incitent am
Ihankes Uit Cusiomer Jor BINGING e SXpenence 1 our Ao,
Cust Bervice wgg that the e dste
fure Ind Cparaton 10 of any futune Calls 16 aliow UK 10 take speahc
action wih the Operalar captoring the catt
A B [A CusiomeT STated Ihal 4N peraal SRconnasies et can acs TN T 10Towirg WP with (e GPRIRIOH, Hissy WTE a0 [ e
fontors the custamer wated *Stop Keying * The cusiomar rguested caty menticnad The Opstialr was coached on e suverily of
ot the Dpersior codint the tumber. buf the Operatar dropped thve RCONBLing @ <alt st was reminded (0 never release 3 inbound
valt Apalogited and sdomned ihe Customar thal the Supecvisor catier Folgw up wtorenstan ko ive was faver ek
frouis foliow ypy with the Cp Tog quENied to e Hrom SEIVICH A8 SHRTH ¥ detadty on Nw U
fransfeced 0 Customar Sacvice 16 e & tompdant. COMFTLINE CUGMIEr 1S recsived, dupervisst will do B foliow up calt
# gt une
&4 PINDAIG A customer siated thal ther new phione sumber & srowMng U 98 THOATTS T lethevcion Stated that e ssue of the invidld number wias due
irvatics wdven the: costomec's matler iies to call Invough relay 10 8 v WX Auraber Tor prefix code 642. Developmaent is row
Cugiomer Semvice tived e number with w0 withoul thie astay adding Mix coos . Therm is ra estimaled bme on wiven this will be
Jsareice. I0worked withaul relzry, but Lamms Up 8% Gnknownuwald tixed a( this tme Altempled o contaxt the person 3t the number
hthu ulay system A folkw up was regusstes bl hed 2 rBssuge stating that the Autaber i na
Whmumman ted Unatie to ]
follow up with the castomen due o e dsconnmecied numtel. Todsy
1 250pm, arhernpled 10 comact ihe person ot the rumber given ang
teathed @ recording statingg that Ike umber is PG longer in sevice
oF haR distonneced, mm-wmatﬂm upwith the
t die to i
N EFET L COSOMET STaiBy Tt ThE CIPATSIN wink it NOREST with 158 EVEZE) ALTRIS Tiive We 96 651 Rave Cpersior 1O S35gned UM 10 (30w
frustomer The Suderviser lma o got cratlicolion on ifus bat he up with the Ooetator.
dit apl 8 o 4 U cust arsd
them that the Opetalor's supervisar would be informed
and the Operator wiukd be cosched. The cusiomer was salshed
Jated i mol want 2 Jokow up
,f\
FM R A Voen Cary Dver usiomer staied iat an Oparator B nol yns [FER5E] The Buparvsor lcoked 3l e Operalon screen and soted inat there
sorcacty. 9na ihe Veice Carry Over cusiomer bt 16 kisep asking |vns valy sne g wird. The was informed thal Yus
e Dulbound 10 Tepeal The cusiomer siated that the Operator did was 8 bansmission problem and Ul e Operator had fyped
0! spell correctly WVRIYIING COrrectly
FENE T [Eorece - Geners TH130 A tustomer 18ponoad seeng Piease wal o1 the hexl avaimble
Op - Cunty Gervce Ry that
mowumcwwummmnm-mwmmm
siecum by a severe snowswim. Due 1 blzzang conglions he
wity's bus services wias st dawn for the enjies dy and traved withle
e oty wus seveoaly nited. White answit tmes were dMayed dus
 yud sty throughon the dng and sarky atemoon
CapTel [ catin tvoughost e day
answat times wery aft Cust, Bervice R it
cotfirmed with the cusiomer thal they aw 1o bl Y0 make and
recwive Captionad calls succaschully withGut delay.
Fr ﬁgnma (5 COSIOMET SIatRD fhat e GPETATOr wis bypiig 4 101 Of X § ang (hal FREEY) The Cotiomer was IranTRITES [ CUROINET SErvice and A VOubW
Trothing was coming SCrOSSs (M SCTEEN and Ing MESSIge wis tizkot was SUbNIy
Jaartied. Apoioguaed and i the for the feedt
grsd axkedt if & may be 3 prodiom with the TTY o i typng i clgar
on the Operalors sceean. Offered 10 wansler the custiame 10
ousiomes Service and 1he CusIomer agreed.
—
9 121700 A customer Stated tnazmwmﬂ the me Was Tude DECRUSE TS The o wittn Ifié Opatalir was experiencing
iy it ot keep the & o what was happeriog eThakal iwsue and way walting tor & Supecisor's assistunce, The
FThe cusiomer slaley IHat they receied a message saying ‘one Supervisor was OcLupiod Al the time. Whan the Supervisor anivad
mm‘mowammxmmwkmmatwmmm -] the Cpardlors e Op was et w
% for the i and f the 1 nmm'uummumpkm“mmwmmmmm
— *mwm for snoitner Operator No Tolicw Up Was 0eCessary, Bupervisor was atempling lo trauble shoot e technical ssus.
Cplarator was coached 10 (et the customar know (nat tues was an
technical Heue and that (hy are requesting Supanistr assistance
us 4 wiay of keepuirg b customer Informed
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Yernrucst - Gendral

LTI (7T

@210

Lunidtons's cable Prons JeChnRian aucuted inel e Caplel user
vaas spatuncing Cagiioning Servce Line is Ringing when makiog
acaplioned call, Customer Senvice Represemative spologized for
his axpecence I3 nowd there was 2 lechnical Giicuity a1 the Cai
Canter cansing caits Lo be places in gqueus and mxprnence
whasually ing wadt teries during 2 tee hour mierval. An externat
_ Saupeent venaor @ e enalter. £ Setvine

Rep e o row 3l o ke thex
EHPUONSd Al Sutcessiuly without datay

L5 (P

Tecnniosl« Gerel

Technicat - Ganeast

1

@tmurmmmw‘mwwWthwmﬁﬂ
Oparator mnm\ommmmmgww Customes
Seniica R 00 15 exper; anid noist
|mwastwmdwly&mcwmmmwumbk
placed in queue and experiente unitisally long walt imes during a
Rye four mlllvu Maxtanalaqum\!wm cmmww
riatier. Ci the i

now phig 10 maske their wpﬁomd caff successiialy withal aetey

CXNN D)

frooamarcomas

ARG

Customer mdcated Wtwammmwm
CQperane. Cums oo for this
awmumm&wmwnwmwamw
Canter causivg cakis 10 be placed in queus 3nd expenints
unusUally isng wait tmes during 9 five hout evterval. An exierngl
aquipmant vendol S e Ivatier. C Serocw
Reap j Frmad the 5 fuve abie to make they
captiored call successhuly withoul datay

V821070

GUWW%‘N&\#MWMW‘MW
% 10 ke 3 Capt ¥ Customer Sevvice

R fot Uiy experk st noted Swre wee
zmmumntmmc’nummmbmyumm
Quase ami experisace ynusually Iong woil (mes dunng & e hour
itareal mmmmmmw«mmmm
Luslomer Service R 18 now

abbe 1 rrake thsic cagtione:s caky mmw!y withunt delay.

Techaical - Geastal

_
NG

Customer moicatac {1l fe Suw mmm Wm@mﬂx
Op : Service R fox this
xpatience and noved there wits 8 Wechvicar Mwlyarm Gall
Center causing calls 10 He placed i quaue and
unysualy long wall tmes Sutng 3 five hout inferval An external
wmmmﬁmm; Custormer Servite
Rept trtned (he % NOW abi 10 ML Yt
caplionad Lalle suttesstoty witno delay.

CXN S57770 )

[0 ST

Tecrroca - CEneta

TG

cumm

caglioned catls. Cush Service Ry

uumnmcmmwmtmmuummmmm
Call Center causing calls 1o be piaced i quaue and saperience

mmﬁymmmmmaiuwm An gxternal
guipmant venda ted the eatier Bervice

o A fieread Hiw Cuse 4 fiter 3D Y IOUKE I8

capiionen calis sutcesshdly withoul aslay.

Tecrancni « Genarat

YO2110

Customer teporan wmymmm & Caphoned cal ror
wwd ey cali Sewice ot Ci Seovice
For s gapees ang roted there wat
a mchmea -:amcmy atthe Call Cander saniang calis 1o be placed in
Qude 360 EXpeTiEnce Unusally tng wait henes sunng o five hout
interval An wdemal equigiment nm tortected e mistier.
Ca Serrss Rewe E s now
30 I A INeT CORKONEd Calls CCEstuly Wlnow delay.
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57

12720410

Tecnmest - Geneal

o
Y2HEMG

cwmamwmwnwmmmsma
coll. Coss Bervice Rop Rogired tor the

axmmmm:ﬂhatwumammdﬂwlyumml
Center cauting Caits (o be placed in quous and axparence

Unusualy 1ong wall tmes dutu & fivs hour interval, An axtemas
o vandor 14 the mistier. Cusk Bervice

g Lot femed o 6 10w bkt W miake their

caplionsd Cully suCCRISRIY withut delay

S8

&% rmzcaw

Techinu « Coarirat

TR0

Customer saw ﬁemmformtm&ubpemm Castomer
Service Rep: o B WS gxp and noted
mwmmmmmynmcancmmmmmmu
placed In queoe and expedance unususly long wait limes during s
e Bt interval. An d equip wendor d the

radtter Costomer Setvice Rep s 4 the cust is
now able t misie thveir captioned talls successiully without Selay.

TFechnical - General

Thiktorwr s Gaughier GaBed i 16 T8poA 1160 e MGIAAT SOV hot
maky caplioned cabs the svening of 12/20 noc coukd the gaughter
make ¢alls W0 the cusiomer. Daughter slated hat customer is now
makingg caliv ok and she can cad huy as well. Customer Servics
Reprasentative apotogizes for this exper and nobed thre was
& technical difliculty ot ta Calt Center catising calls 1o be placed In
wmmmmmmmymgmumom-mm
inlarval. An quip vendat the moatier

20110

Toctwical - Genatal

12128

Ctmoawmmvm menamm wwwimmm
Setvicn R; 4 100 thes ey

mm»uum:uamwmmmmcwc-mmm
<oiis to be placed in queue &nd experience unusially long wai
lirgs Quning & Gve hout interval. An exiemial squipment vendor

coreected the matter. Cuslomer Service Reprasentatve confimed

ihe cusiomer is now stie io make (heir captionsd call successiuty

Wthoul delay

1242010

Tuchoves! - Ganeal

VTET0

TUatomear TEETRG TGt TABH CRDTHI Was URADI 1 COMBCE wath |
caplions. Cusiomer Service Repieaeniative apologized far this
txpeliente and noted thare was 8 ecinicat difficuity st thw Cag
Center causing calis 1o be placed in quour snd experience
unusatly tang walt times durning @ five howur inferval. An external
i vendor cled I metter Cust Service
Repr tali the Cusk o now able to make teir
Captioned call sutcesaiutly without datay

1A

Tagment - Ganetal

V2D

Chamtoner (6poTTed tHill ey CANOL tial Oul WIth CEPUONS. Thi
cusismar tepcmd We number disled W at on the scresn snd
noting happans Gustorner Service Hepresaniative spologized for
Hhis Experisnte and noled e was & technlcal difficaaty t the Calt
Carder causing calls 1 e placed it queue and expariente
musuatyw\m{unmmannmm:m An extamnal
i vmdav d the matiet £ Gervice
tative i niow abie 20 make theit

mwm:m«mwmw

&3

TTHNG

{ochnige - Genkt

U0

Clistartar 16poried the 1k of ¢4 CADEORE when aRerpbrg i Make &

g call ¢ Bervice R, clagized for this
txmwmmdmwnnummwmwumcm
Center causing calis lo be placed IN queus Ang expersnce
uruisasity long wall timas durag ¢ fve hour interval. An extormal
Qi vendac ¢ the matter Cust Hervice
Rep e frnad the cust iy naw atie 10 make el
cnpehmd cails yuecasstully without delay,
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KN

1U3Ig

T‘r;cmca “enarer

\rraleiy

Cuswormmr reponad the nesd (o wan 1or an Opacaton wieh

udmpiey o make 3 caplioned calt on 12200110 Cuslome Service

Regresentative apiogized Tor tis experisnice and noted iy was

ammxanmmnlwcwcmmwbm plsced i

Geaun Ind axpetience ulmwaly ng wail Limes. daring o tive how
nervai An ext g ..wndot the matier.

[~ Service R is now
atie b make their anbmed wumstww\momnmy

T30

Teahntal - Ganatt

Y0

émmrremum(mvmcmmummm«
dispAly Screen in the evemng of 1220720 10. Cusiomer Service
Representative apologized for Wis experience and noled there was
& Wechnical difficully st ihe Call Center causing caliy to be placed in
wmmsxp«moumaud'yw“ilmmw:wem
intervid. A axte LY vendor d (e matler,
< Bervicw Rep fierned the i now
Aie 10 make wmpwwmmmwymmm

88

1274110

Tacnnical « et

Customar rep: e ntad 0 wal tor an Opecator when
a“mﬁmhmaknauptmdwommo Customes Sarvice
gized for s experience and noted there was
alecmwml\cmydlmwc-ntdumhouhloaﬂm“
queue Znd Experence muwdiy ang wak tmes du'lng @ fve hour

interval. An externul equip vandor d he rratier
Custorner Service Rep % hec s now

abile W meke their captioned call succossiunly withoul dalay

87

Ve

gehmcat - Geterat

Taenv

[ TERONG0 IRATIRY 15 ECTec 10 THe CADTOMING Sereics o
the svening of 1272002010, Customer Service Reprasantative
Yea for ihis expedi and noted thare was & tchnical
maryumowanuvmmm»upummqmuw
experignce unusually 106g wait ves duriog 8 five hour interval, An
external 1t vandor d tr matier. Cy Sarvice
Rep firmed the 15 now atie 1o muke Meir
captioned calls successhaly without deley.

[P RUE)

Tecteeca - Genera!

TR0

C 4 oo 1he nead 1o wail Rr 4 Oparaior
“whan atl g 10 make 2 caplioned cak on 1212018, Customes
Service Representalive spclogized for this exp we Shd noted
there was s lechnical difficulty 3 the Call Conter causing call try be
mmmwwomvmmmmudlyWWuﬂﬁnmma
five hour interval An quips vendor
matier Cush ! R Lt mm:umh
now siile lomwwupdmed call succsssfully withoul deley

0

Y310

Taaenrucal - Gergsst

@ang

< 5 4 We need 1o wad for un Operator
when ammsw 1o make 3 captioned coll. Customer Sarvica
Rupresentlive apologized for ihis sxpenence snd noted thers was
& techrreal difficully ot the Call Center cauing calls 1o be placed in
QuAte Gnd expaliente unusually long wait tirves duing 4 fve hour
ittervat An eiternsl oqulpman! vundor aomchd e matior
< Servica R i now
abie o make thew cawomd el wwnululg withou! delay

V23R 0

Yechucat - Ganetil

1202080

Cusiomer umw Dadiy unsbis to connect with cagtions. on ml
wvening of $U2001D. Cu Eervice Ne
for P%s exparience any noted hers was a bﬁmcal M at e
CTalt Canter causmg calts o be piaced in queve and experience
unusually fony wast Uroes duting 2 Tive hour intsrval, An extamat
eQUInMErt vendor e maher, C Seorvice
Reprasentative cordirnsd the customaer 8 10w abie (0 waka their
caplioned coll succassiutly withoul delay
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71 (e customer stated sl an Opmaiod discannecied when asked for a 122416 Mo with e Gperator, and e Operator stated 1hat the atructions
Supsrvistr The tostomer pialed that they guve ihe foiowing sppesred 1o sy “yoica Canry Over aff, mule micraphons, don'l 53y
Lngtructions: “no snnounce, YCO oo, it ric * The Oparator wiring © Qperator intormed the customer that ey did not
asied abaul ese N3y ywice. The slsd hot vw N0 ey thal the cusk repest the
FIDREALIE ¥S MOLUWINL 10 3] Yo nurtbee, 80 e cuslomr asxed 1ot . Thar cust b UPsEL ared 4 tod. Ty
4 Bupenvibor The Uperator \hen Siscormecled. Apaiogaed ing Oparsior statnd thai the CUSOMATr fEver reQUESIEd 8 Supervisos,
Enanked 2 the teeaback as witll a3 snaured thal soITRGnRE would and el the customer stated thal ¥ the Opevator d0es nat know
Holkow up with (e Operator A f0l0Ow Ul ermai was requesied iy ihe now 10 40 (he Call e they should g somabody sise R appesrs
0y 1at the Operator was asiang for carification 36 that Uve calt Sould
b placed par e cusiomers exact rwinucions and did not wohte
protocol
e 14081 iy oot Customi stated thal they recuesient that the Operator SHIUN n i g up with e Op the Supetvies: taached iy
iy pe oy e “The stztud ot the Oparaior on ok cEoMe ol Ihe £i4ps in
om(wedmredmrmum Apiogizet I the mnmm-mdﬁnumm
and th 4 te cust ot the {sedh Axkad
e cusiormer i | hey wanied a folow up, bul no Talkyw U was
Froussted
73 Fm{wn 4 Cuttomer staied that they were upsd betouse i Opersior typed 011Gt Dpernor vas tosched on tw d
he VCO's words instead of the Voioe bine's words by malake procassng tis type of call, mmmmmmaaloqua
JApologized 10 the cusiomer, hgwever the customer 3iated thal there Supurviser a8 3000 A4S P 4 ihate are p
4 #10 excuse R this, and 1at ihey would like 10 spisk 1o a Q) ¥ cafl. Op o d Nolotmuarw
Fsupervisor.
T3 (02051 ¢ IR « SRt D2 A customer'y auighbor caliad o betiall of the CapTel user stating
that the custbrmer was unﬁh@ogﬂmpﬂwmmu Custamer
Serace R that bn 22711 CagTels
slating was affeciad by biizzard cond Customer Sarvice
Representalive npoiogited lor the intonvenience this caused and
advised stwying on the lire for the next availabile Captionist. Cenler
iy Madinon Bnd MAWSUNES Wars undaf bolh a “state of
amergency” and g “Uvil danget” waming dJecinred by Wisconsin
Lovernor Scott Waker. Even though bus and (B sesvices were
stwldemmbothcm:uﬂmmvmwa impassadis the
and Madk both open and fielded
Calle HON-S10p . Service l6vols wixe nol Imni f0¢ Ut day dus 1O
detaynd arsvaer trra. The slate of erescgency ended on zvzn 1
Slating dy was reslored. Ci Service R
confiried with customer they mmmmmmmn
4 Lireety msaner
L G RE Ew“ © e 02021114 Cunlk ported seving E g Survica 18 %m xmm
1rying to place cais & s«m
customer that on 2111 CapTels dating was affpcied by blzzard
cardiewng Custonwe Setvies & fred o Ave

inconvenience this caused and udmldztlyhgmlncmeforlm
next avaiaiie Capbonist. Carer lacations in Madison and
xmamwowwwmauudnmmmzwdaw
warning declared by Wis Govemnos Scolt Waiker. Even
thatgh bus sn tazi servites were shut doven in bothy tikes. and
many reds were irpassable he Mikwaiukes 5nd Mad cunters
both remained open and fekind calis nonsiop. Service lsvals were
not mvet K7 the day due 0 delayed answar tme The siste of
cmntgmty ended on znm 8mapacuywuuilolod
Service frmned with they are
abhlomkoamuummhamrymm
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Fsarm ~ Gensra

D203 1

Customer reporiad s«my “Laploning Senice s WW when
trying to place calis Gt Service R
cusiomes halon D217 TapTel's sating m aected by bizzard
conditione. Cust Service Rep gized for the
aIeunvence tus talsed Ind advimed Maying on the line for e
fHext avsiisbis Captonst Center iseations s Matison and
Milwinker wers untier bolti a “stale ofumw and 8 ot
danger” i dectared by Wi G ool Wakker,
Evan Ibough Bus and 19X SaIEEE ware $hin down in Dot Citias
A0 My roadY wers ifrg tie the Milwaukes and M
Coritecs Lot refdined Dpen any fistkled cails nan-stop. Service
Tialy wete not mel for the day due 10 deisyed answer Lme, The
molmrugmy anted on 2/2/11. Slaflig copacily was
) ks furnad with

Senice Rep!
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June 21, 2010

Ms. Marlene H. Dortch

Office of the Secretary

Federal Communications Commission
445 12th St., SW

Washington, D.C. 20554

Re: CG Docket No. 03-123, Florida TRS Complaint Summary
Dear Ms. Dortch:

In accordance with Order FCC 00-56, issued March 6, 2000, enclosed is an original and four
copies of Florida's relay complaint summary for the period of June 1, 2009, through May 31, 2010.
Florida received 53 complaints about the various types of services including CapTel. Each of the
complaints were resolved within the FCC’s time requirements. If you have any questions, please

contact me at (850) 413-6974 or at beasey@psc state fl.us .

Sincerely,

NI e G

Robert J. Casey
Public Utilities Supervisor

Enclosures (4)

cC: Arlene Alexander, FCC Consumer & Governmental Affairs Bureau
Division of Regulatory Analysis (Salak, Trapp)
Division of Service, Safety, and Consumer Service (Moses)
Office of General Counsel (Miller)
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CAPITAL CIRCLE OFFICE CENTER # 2540 SHUMARD OAK BOULEVARD ® TALLAHASSEE F1;:32399-0880 -~
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PSC Website: http://www.floridapsc.com Internet E~mail: contact@pacstateflus . _
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Complaint Tracking for FL {06/01/2009-05/31/2010). Total Customer Contacts: 53

Tally JOate of INature of Complaint Date of [Explanation of Resolution
Complaint Resolution
1 106“5/09 & i‘::::r:’t‘::; ::eld that d:fing a call, the Com;_nupication 06/15/08 | It was discovered that this Communication Assistant was not a
ing u'p on the customer before d@lmg out. The Flonda typist The computer was checked, and he was no
jcustomer thinks it was a mistake, but would like the logged in under the Flonda skill at any point in time dunng this
Commurication Assistant 1o be coached. The cusiomer shift
was thanked for lhe feedback.

2 |o8/15/9 Voice customer had a call with a Customer Service 06/15/09 Apologized for the inconvenience and briefly explained and
Rep_cesamgtm. asking for axplanation on using 711 for 2 answered some of the questiong the customer had regarding
stud?nrs side kick. T.he customer sad that the Customer 711. The customer stated that she now understood and will go
Service Representative "did not want to take the time to to the website 10 register for a 10 digit number. No follow up was
explain, and referred the customer to the Sprint website.” requested.

The customer dwd not know the Communication Assistant
dentification Number.

3 /22{09 customer said that during an important call to a hospital, | 06/22/08 This Communicalion Assistant 1s no longer with relay.
the Communication Assistant disconnected mid
conversation Apologized to the customer, and informed
them that this information would be forwarded to the
lappeopriate person. The customer did not request a follow
up.

4 Jo7ro1/08 VCO customer requesied to speak to a supervisor 07/01/08 The Communication Assistant followed proper relay call
because he was upset with a particular Communication procedure when reaching a "fast busy" signal. The agent sent

istant's processing of his cal. The customer said that the "one moment” macro and chaled out saveral times before
after receiving a fast busy signal, the Communication informing the customer that the Ine was busy.
|Assistant redialed the number multiple times without
checking in with the customer. The customer did not want
this number to be redialed Apologized to the customer
and explained whai the fast busy signal means. The
customer did not request a lollow up.
s Jorn7ns ﬂdTLecnnical - Generat Q7147409 it was discovered that the CapTel Service recording that
prompts the caller to enter the number they want to dial was
temporanly oul of order thus the caller did not know when (o
enter the number they were calling A Customer Service
Representative advised the customer to enter the number they
wished lo calt alter a 5 second pause. Technical support then
reset the equipment which resolved the issue completely
6 {08/03/09 [Captions Lag too far behind voce 08/03/09 | A customer shared feedback regarding the delay of captions
during their call A Customer Serce Representative apologized
for the inadent and thanked the customer for the feedback. The
customer was informed that the information would be shared
with the appropnate captioning service steff for follow up. The
customer was satished The customer's experience does not
impact compliance.
7 Jos/04/09 [JCaptions Lag too far behind voice 08/04/09 ] A customer shared feedback regarding the lag time of captons

behind the spoxen words A Customer Service Representative
thanked the customer for the feedback on her expenence. A
Customer Service Representative explained how captions are
produced using vosce recogniion and inserted typed text and
noted that as a result it is typical to have a 4-5 second delay
behind the spoken word The Customer Service Representative
suggested that if the customer would like to document the date,
time, and Communication Assistant dentification pumber, follow
up can be performed with the captiorust via Catl Canter
Management
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08/19/09

09/02/09

uracy of captions

08/19/09

A customer shared some brief generalized feedback regarding
the accuracy of captions. A Customer Service Representatve
thanked the customer for bringing their expenence to our
attention and apologized for ths incident The Customer Service
Representative noted that we can take specific follow up action
if provided a date time and Communication Assistant number of
any future calls cusiomer wishes follow up on

Disconnect/Reconnedt during calls

'+ yeg
09/28/09

A customer shared feedback regarding her calls A Gustomer
Service Representative researched and found thal the customer
is experiencing multiple disconnecireconnect incidents that
indicates disrupbon 10 the data connection that catties the
captions. The customer did not provide examples of the text
received 10 help us further identify the potentiat cause of thig
expenence. A Cuslomer Service Representative apologized for
the incident, and sent a Jetter to the customer describing
possibia causes of disconnect/raconnect,

08/08/09

11

09/12/09

A Voice customer complained that the Communication
JAssistant did not transiate properly, and that the
supervisor was rude. The customer also said that the
supervisor provided the wrang number tor the customer to
call. Apologized for the situation. Follow up was
requested

09/08/09

A manager spoke to the customer regarding the complaint on
the supervisor. The manager apologized for the incorrect
number provided and agreed to discuss the complaint with the
agent. The manager advised the customer (o contact her if he
had any additional questions. The Relay Program Manager
called the customer The customer told them that they had been
using Video Retay Service more ofien since this complaint was
fHed, since it s more popuiar

E TTY customer stated that the Cominunication Assistant
as very unprofessional. The TTY cusiomer aiso stated
that the Communication Assistant told lhem an answering
machine picked up, when the TTY customer knows there
s no answering machine at that particulat number. The
[Communication Assistant also spoke back to the TTY
user A Customer Service Representative apologized 1o
the Try customer, The customer was informed that this
would be passed an to the appropnate person No follow
up was requested.

09/12/09

The supervisor met with this Communication Assistant who had
no knowledge of this occurrence He said he always types the
answering machine as given, unless the customer
notes/instructions say otherwise The Commumcation Assistant
said he did not have any difficull calls today, and would not
speak back to @ customer He was coached on always keeping
the customer informed, typing verbatim, and always being poite
and courteous,

12

09/17/09

13

T YT
09/21/09

Captions - stop in middie of call

09/21/09

A customer complained of captions stopping in the middie of a
certain call The call was further investigated and there were no
technicat issues found The customer was informed of these
findings, and encouraged to document specific call data
including the date, tma, and Communication Assistant number
on those calls they want further investgaled.

[ TTY customer stated that a particular Communication
istant apparently gither disconnected the customer of
id nol set up the TTY to TTY cal correctly The customer
stated that he called in and requested to place a TTY to
TTY call and from that pant there was no response from
the Communicahion Assistant so the customer hung up
logized 10 the customer for the inconvenience and
assured him that this would be forwarded to the
appropnate person The customer did not request a follow

up

09/21/08

09/21/09

customer staled that he called into ralay and requested
a TTY to TTY call. There was no response from the
Communication Assistant, so he says that they either
[disconnecied or it was not set up propery Apologized for
tha inconvenlence. Tha customer did not request a foliow
up

09/21/09

The Communication Assistant said thal they attempted 10
disable twrbo code, but the system took longer than usual, and
the call became disconnected before the call could be
aslablished This was attributed to a technical 1ssue

_'l-‘he Communication Assistant notified the supervisor on duty

that he had a TTY to TTY call and moved to a diffarent station.

The supervisor on duty then notified the agent when the onginal

call was completed which was after a few minutes The
supervisor did nol observe anything out of the ordinary Upon
request the agent was able to demonsirate knowledge in
implementing TTY to TTY calls Itis presumed that the agent
did follow the procedure corfecily.
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A customer stated that he provided a number to a
Communication Assistam, and was infarmed that he had
reached a recording mdicating that this number had been
disconnected The customer did not believe this
information. Apalagized to the customer, and offered Lo
place the call. The call was placed, and reached an
lanswering machine which indicated a residence. The
stomer did not reques! a follow up.

09/24/09

The Team Leader met with the Communication Assistant They
went over proper call proceduras, paying particular attention to
following customer instructions, and dialing the comrect number.
The Communication Assistant was also informed that thay
shouid venfy the phone number if they are unsure The agent
understands.

16

10/02/08

A Voice customer has been unable to reach a relay user
0 Pennsylvania for the past several days The customer
said that the Communication Assistants keep lelling him
they are raaching a fast busy signal, However, when the
customer dials the number, it rings through Apologized for
the mconvenience and opened a troubie tickel A follow up
'was requesied

10/02/09

The customer was contacted to find out if they were still
experiencing prablams contacting the customer in
Pennsyivama. The customer stated that they did experience the
problem, but that they had switched to a different provider and
did not expenence this problem since then The customer was
thanked for thair time

17

10/06/09

r&ocuracy of captions

.Y~
10/20/09

A customer's daughter shared feedback regarding the accuracy
of captions on a call. This call to Customer Service was
originally a different matter The custamer cauld not remember
specifics but did have the date and time of the call. The
Customer Service Representative thanked the customer for the
feedback and researched the call. The call detail was shared

with Call Center management for follow up with the _
Communication Assistant by the supervisor. The Customer
Service Representalive reporied the aclion taken to the
customer and they said they are pleased with CapTel.

18

10/09/09

A TTY customer said that the Communication Assistant
did not respond when asked if the customer was still on
old. The customer waited for an answer, but then
disconnecied. Apdlogized for the inconvenience No fallow
up was requested.

10/09/09

The Communication Assistant does not remember a call of this
nature. The Communication Assistant was coached on paying
full attention to the screen, even when a call 18 on hold, in order
{0 quickly respond to both inbound and outbound customers.

19

10/19/0%

A Communication Assistant was unable to hear a Voice
customer. Il seemed thal the line was dear, but when the
cusiomer spoke there was a lot of static Apologzed. and
submitted a trouble ticket.

10/19/09

20

1027109

[A TTY customer has been unable to piace calls using
relay service The Communication Assistant toid the
customer that her number 18 blocked. and that the relay
Lside is experiencing difficulties Apologuzed for the
inconvenienca, and a frouble ticket was opened. A follow
up was requested.

10727109

2t

11/20/09

A VCO customer was unable to connect VCO to TTY via
relay. No ume was documentsd on these calls A trouble
thcke( was opened No follow up was requested.

11/20/09

e are——
This ts a repeat complaint

M P ——
The customer was called via TTY, but there was no answer The
technician said that they performed test calls, and the calls were
completed correctly. The Relay Program manager, and
technician both also tried to call the customer, but still no
answer It is assumed that relay is working properly naw.

The technician tried to contact the customer on several
occasions in order to test the line There was no response, but
the techmician will try again if the customer continues to have
problems This customer did call back, and spoke with a
Communication Assistant and Supervisor for help.

22

11123503

iCaphons - slop in middle of call

11/23/09

A customer reporied that the captions stopped midway through
thesr call Investgation found that the Commurnucation Assistant
had documented a trouble ticket noting that audio was lost so
they were unable fo caption. The customer confirmed that
subsequent call attempts processed without difficulty.
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23 [12/08/09 customer was unable 1o reach il?e Flonda‘ Spanish 12/08/09 | The technician checked to see if the numbers were branded a$
IRelay number. Apologized for the inconvenience, and Voice, and thinks this will lake care of the problem. The Relay
::ned a lrouble ticket The caller requested a follow up Program Manager catled the customer, and the customer

mnformed them that if the problem persisted they would calf
back The customer has not called back, so it 1s assumed that
s problem 1s corrected
I " —

24 01/06/10 r\ TTY customer was unable to dial a certain number. 01/06/10 ]| Operations tried to dial the number in question, and found that it
IApologized for the problem, and 1ssued a trouble ticket. is incorrect. The customer would need Lo get the correct number
INo follow up was requested in order {o fix this issue.

25 1011210  ]A customer said that during a call, the agent did not 01/12/10 The Communication Assistant was unable 1o type to the
respond Thanked caller fox the feedback. No follow up customer at the tima. It was discovered that her keyboard had
was requested. somehow become unplugged

26 Jo1/31/10 customer compiained that the Communication Assistant 01731110 | The Communication Assistant has been mstructed on how 1o
hung up on him when requesting a TTY to TTY call The process corfectonal facity calts
customer was calling from a cofrectional tacity,

lagized and told him that the information would be
passed on o the appropriate person No follow up was
requested
——————— P
27 Dial Tone - Nal heard 02/15/10 | A customer’s friend reported that their CapTel didt not have a
dial tone. A Customer Service Representative advisad the
customer to perform a physical reset of the CapTel phone which
tesoived the customer’s axpenence,
28 102/16/10 [Dial Tone - Not heard 02/18/10 | A customer’'s mother called and stated that there was no diat
ione on therr CapTel A Customer Service Representative
advised the customer to contact their telephone company ta
ensure that they have a funchional ling. The phone company
came 1o the home and repaired an outsida wire that was found
to be faully. The 15sue 15 now resolved, and their CapTel phone
1S up and running.
29 [02/16/10 JUnable to make captioned calls 03/17/10 A customer reported that she was unable to reach a specffic
phone number An adjustment was made by our carrier to
correct the roubing of the call, it has been confirmed thal this
resolved the customer’s experience.
— R
30 fo2117110 *Dia! Tone - Not heard 02117110 | A customer reported no dial tone on their CapTel A Customer
Sefvice Representative advised the customey to perform an
electronic reset of the CapTet phone which resolved the
cusiomer’s experience
31 02/17/10 racy of captions 02117110 A customer shared feedback regarding the accuracy of captions
dunng some of her caplioned calls. A Customer Service
Representative apologized for the incident, but was unable to
invesligale the calls further because the customer did not
provide any specific call data. It was suggested that the
customer document the date ime and Communication Assistant
number of any fulure calls to allow us to nvestyals those calls
further
32 10272210 JUnable ta make captioned calis 02722410 A customer reported that she was not able to call phone

numbers with the 305-577 area code and prefix, but other
numbers are no problem. A Customer Service Representalive
sent the cal delail to Engineenng for investigation. A troubla
ticket was filed with the casrier for resolution.
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33 Jo2/23/10 Y ouslpmar stated that they were unabte to reach 02/23/10 | A technician said that they were unable to contact this customer
retay one night The atiempted calls were very early on on the issue It was found that this customer has not calied back
February 23, 2010. A frouble tickel was subrmitted lo repont this 1ssue again
Apologized for the experience. Follow up was requesied.

34 103/03/10 |Duat Tone - Not heard 03/03/10 | A customer reported no dial tane on their CapTel A Customer

Service Representative advised the customer to perform an
elecironic reset of the CapTel phone which resolved the
customer's expenence.

35 [J03/15/10 TTY customer has been unable to connect to Flonda 03/15/10 The technician said they contacted a telscommunications
Relay for \he past two weeks via her office phone. She specialist, as well as the customer. The Telecommunications
has contacted Ultratec and the office maintenance people, Speciahst said they have a TTY that works in one office, but

say the probiem is on Relay's end Apologized for another TTY thal does not work in another office The specialist
inconvenience, and opéened a trouble ticket Follow up was was asked (0 swap TTYs and verify thal both TTY are funcuonal
requested. when using the working phone hne. The Telecommunications
' Specialist called back to say that they now can get to 711 using
the TTY and the cusiomer was satisfied.
36 J03/16/10  |Dial Tone - Not heard 03/16/10 | A customer's helper repoted no dial tone on their CapTel |
phone. A Customer Service Representative referred the
customer to the state aquipment distribution program for repair
and/or replacement.

37 Jo3i26/10 racy of captions 03/26/10 JA customer shared feedback regarding the accuracy of captions

and provided specific call data. An investigation identified a
trouble ticket was documented by the Communication Assistant
on the call noting a technical difficulty A Customer Servce
Representative reported these findings to the customer, and
apologized for the incdent, noling it was an isclated occumrence,

38 [03/31/10 |Dial Tone - Not heard 03/31/10 A customer reported no dial tone on their CapTel 200 A

Customer Service Representative advised the customer lo
perform a physical reset. This resolved the customer’s
experience

39 [04/02/10 [A Voice customer said they cannot connect to a 11V user | 04/02/10 Operations was emailed for more information The Relay
when calling through Florida Relay, but gets through Program Manager emailed a technician who investigated for
without any trouble when dialing directly Apologized for turther explanation The technician said they tned to call the
the inconvenience, and opened a lrouble ticket, No follow number on the ticket, but it has been disconnected. The
up was requested technician 18 unsure of how else to troubleshoot this ticket, as

they have tried it multiple tmes with the same resull. This
complaint is considered closed

40 104/09/10 couracy of capbons 04/09/10 | A customer’s daughter reported details for a specsfic captioned

call where the accuracy of captions was poor. A Customer
Servics Represenialive passed this call data on fo the
appropriate staff for further investigation. The Customer Service
Representalive shared with the customer that there did not
appear to be any technical difficulties dunng this particutar call
The customer was encouraged to document details of the
Communication Assistant's number, the date, time and
examples of errors on any future calls that she may need
investigated.
I

41 J04/17/10 A customer said that they attempted to interrupt while a 04/22/10 This was assigned 1o Customer Service in order to obiain
TTY answer machine message was being left, but only addilional information regarding the customer complaint.
received the Relay Macro and no message or response Customer Sarvice made numerous test calls with the customer
from ihe Communication Assistant. A Customer Servwce and discussed the answenng machine issue The customer was
Representative apologized for the inconvenience, and advised of oplions to resolve this issus, incuding replacement
offered to have someone iook into the issue. A follow up 1S of her equipment via the Florida Equipment Distribution
requested via either phone or mail. Program,
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1 a2 'ro«uzsno

cusiomer saud that they asked o speak o a supervisor
after complaining about text garbling, but the
Communication Assistant disconnected the call, Thanked
customer for the feedback, and informed them that the
information would be forwarded to the appropriate person.

04/26/10

The Communication Assistant said that she remembers a call

from that day where she had placed a call for a Co customer,
but there was a lot of garbling on the line. After the call ended,
the customer said somethin that the Communxcation Assistant

did not understand so she asked for a repeat The customer
then cursed, and disconnacted the call The apent was coached

on asking a supervisor for assistance, as well as the
reparcussions of disconnecung a call

43

04/26/10

Oial Tone - Not heard

04/26/10

A customer’s mother called and stated that she was on a call
with her child when the phone discannected, and now neither
phone has a dial tone. A Customer Service Representative
advised a physical reset of the CapTel phone It was discovered
that this appears 1o be related to phone fine quality, which was
resoived by their phone company

45

126110

04/29/10

customer called into relay, but reached the same
loperator that they were caliting to repost. The customer
[wanted to know why this Communicalion Assistant hung
up on him The Communicahon Assistant told the
Customer that they had no information of any previous
calls. The customer was upset that the Communication
Assistant did not answer his Questions about the previous
jcalt, and that the agent had disconnected the call.

Thanked customer for the feedback and informed them
{he Communication Assistants are nat aliowed to
discuss any information from previous calis that they may

have handled. The customer was informed that the
supervisor would meet with the Communication Assistant
regarding the disconnect. The customer would like a

04/26/10

Agent said that she did handle his previous call and that she
had received the disconnect message 8o assumed the
customer had hung up Could have been a possible technical
issue Agent was reminded of the repercussions of
disconnecting calis. Follow up email sent to customer

Unable to make captioned cails

04/30/10

A customer reported that they were unable to reach a specific
telephone number with captions, but all other numbers worked.
Technical Support filed a trouble ticket, and an adjusiment was
made by the carrier 1o allow routing of the call A Customer
Service Representative confirmed that this resolved the
customer's expenence

a6

04/30/10

Unable to make caplioned calls

05/05/10

A customer reporied that she was unable 10 connect with
captions to a specific number that she was praviously able to
call Technical support filed a trouble ticket with the phone
camer n order to resolve this problem. A Customer Service
Representative confirmed with he customer that this problem
has been resclved

47 105/05/10 ]Dial Tone - Not heard

05/05/10

A customer's wife reporied that their Cﬁl dud not have a dial

tone A Cusiomer Service Representative advised the customer

to perform a physical reset of the CapTel phone which resolved
the customer's experience.

A customer’s wife reporied that their CapTel did not have a dial

48 [05/10/10 [Dial Yone - Not heard 05/10/10
tone. A Customer Senvice Representative advised the customer
to perform an electronic reset of the CapTel phone wiwch
resolved the customer's experience,
%9 [05/79/10 [Dial Tone - Not heard 05/19/10 |A customer reported that there was a pawer surge in thexr hame
and now there is no dial tone on their CapTel. A Customer
Service Represantative advised a physical reset. #t was
confirmed that this resotved the issue
50 [o0s/21110 [Dial Tone - Not heard 05/21/10 A cusiomer's neighbor reported no dial tone heard on the

customer's CapTel phone. A Customer Service Represeniative
advised a physical resel. This resolved the customer's
experience.
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51 FSIZSHO

customer said that a certain Communication Assistant is
lazy at their job, and does not understand or follow
instructions. The customer said they were calling using a
long disiance calling card, and feit (hat they had wasted
minutes. Apologized for the iInconvenence, and informed
the customer that a supervisor will follow up with the
lagent. The customer would like a fotiow up email

05/25/10

‘ﬁ;—Commumcalion Assistant did not remember this call, or this
type of situation The supervisor was unable to coach her on
"wasling rminutes” as this concern was not exactly clear. The

Communicaton Assistant was caached on always following
instructions, and clanfication. She demonstrated knowledge of
proper procedure when working with calling cards, A follow up

email was sent lo the customer.

52 ﬂomano

Dial Tone - Not heard

05728110

A customer’s son reported no dial tone on their CapTel phone.,
A Customer Service Representative advised a phys«cal reset
and confirmed that this resolved the customer’s experience.

53 J05/28/10 #Dial Tone - Not heard

05/28/10

A customer moved and now has no dial tone on her CapTel. A
Customer Service Representative advised the customer o
perform a physical reset, lest other phone jacks, and be sure
that the lines are plugged in tightly. After extensive trouble
shooting, the customer was advised to contact tha 1ssuing
agency for repair or replacement.
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) STATE OF FLO
— COMMISSIONERS: . If,IDA DIVISION OF COMPETITIVE MARKETS &
MATTHEW M. CARTER II, CHAIRMAN =4 ENFORCEMENT
LiSA POLAK EDGAR ' ] BETH W. SALAK
KATRINA J. MCMURRIAN DIRECTOR
NANCY ARGENZIANO (850) 413-6600

NATHAN A. SKOP

3 . JNAL
Fablic Serpice Commission

Received & Inspected
JUN 2 6 2008

Ms. Marlene H. Dortch FCC Mail Room
Office of the Secretary

Federal Communications Commission

445 12th St., SW, Rm TW-B204

Washington, D.C. 20554

June 25, 2008

Re: CG Docket No. 03-123, Florida TRS Complaint Summary
Dear Ms. Dortch:

Enclosed is an original and four copies of Florida’s relay complaint summary for the period of
June 2007 through May 2008. Also enclosed is a compact disc containing the same complaint
. summary.

Florida received 140 complaints about the various types of services including CapTel. Each
of the complaints were resolved within the FCC’s time requirements. If you have any questions,

please contact me at (850) 413-6974 or at beasey@psc.state.flus .

Sincerely,

o W

Robert J. Casey
Public Utilities Supervisor

..

~ ;
-

Enclosusss (6,
cc: Arlene Alegander, FCC Consumer & Governmental Affairs Bureau
Division of Competitive Markets and Enforcement (Salak, Moses, Harvey, Tan)
e .

- - No. of Coples recd__ O jﬂ
ListABCDE

CAPITAL CIRCLE QFFICE CENTER 2540 SHUMARD OAK BOULEVARD ® TALLAHASSEE, F1.32399-0850
An Affirmative Actipn / Equal Opportunity Employer
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CapTel Technical Staff identified there was an issue with the routing
80 10/15/07 Technical - Gsneral 10/1507 of CapTel calls {0 800 numbears by an outside vendor. The problem
was identified and resolved.
Customer received a busy signal when trying to use a calling card
dialed via an 800 number. Upon researching the matter* it was
81 10/15/07 Technical - General 10/15/07 leamed the 800 number was not designated to allow relay calls.
Customer will be using a different calling card that allows relay
connection.
A FL Voice Carry Over customer has had trouble for the past two
weaks getting connected to a relay agent using sither 711 or the Consumer has had technician check his problem, which technician
10/11/07 800 number. He continually gets the message "Sending Auto ID." 1011007 has not experienced any problems with hook up. Customer line is
82 Once he waited two and a half hours before an agent answered. He disconnected and no further contact information provided. Case
sald this never happened before. Apologized for inconvenience. closed.
Opened TT 5097462. Follow-up requested.
Long time Voice Cany Over customer reports he dials 711 to reach
the FL Relay. For the past couple of weeks his calls are answered Contacted consumer, who has not been experiencing any problems
83 10/10/07 TTY, and it creates confusion. Apologized. Provided the dedicated 10/10007 with his relay calls. Will call customer service if it occurs again. No
toll free Voice Camry Over number. Ticket 5091177 was opened. need for any follow up, satisfied that problem has been resolved.
Follow up requested.
Called Florida Relay on 10/3/07 at 8:19 am. >@ma didn't respond Agent not aware of call. Coached agent to follow all instructions
when customer asked agent number {o be verified. After no
" . from a customer. If the customer would like the calling to humber
response, customer hung up and redialed back into relay and . y )
Y verified before diafing to verify the number with the customer. Also
84 10/08/07 reached the same agent. Customer immediately as for a supervisor 10/08007 , . .
) educated agent if a customer request a supervisor to immediately
and agent didn't respond, then call was disconnected. The N ! iy
N i . get a supervisor to assist the customer and to not disconnect on
complaint was filed on 10/6/07 at 10:30 am. Apologized to any calls rdiess of the situation
customer. Forwarded complaint on to correct center for follow up. y calls rega :
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FL TTY customer dials 711 and is receiving a message that
continuously says “sending id™. Other times It takes her up to 10
10/04/07 minutes o connect with a relay operator. Customer Service 10/04/07 There is no agent number to follow up with agent in ref to issue.
85 apologized for the problem and requested customer contact their Close customer contact as of 10/17/2007
local phone company Verizon to see if they have a problem with the
711 lines and also entered in TT 5052995. No follow up requested.
Discussed need to register long distance camier of choice with
caller and registered CapTel user's long distance preference
. accordingly. Customer relocated to son's house and had not
86 10/04/07 Billing - General 10/04/07 registered his number, thus received defaut carer billing as a
result. Customer now registered at both home and son’s home for
future billing purposes.
Spoke with agent about the call processed on 9/28/07. Agent not
. famillar with the call but stated all calls are processed based on
87 10/02007 wm@%%mﬁuonw service. Forwarded on to correct center Complaint 10/02/07 procedures in handbook. Supervisor asked the agent i a refresher
at 10:<0 am. was needed on any call procedures etc. The Agent stated she is
aware of how to follow all procedures when processing calls.
Technical support made an adjustment in the system to resolve
88 10/01/07 Technical - General 10/01/07 other party's experience. Other party now able to make captioned
call to CapTel user successfully.
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A voice customer called to report that for the past two days she has
had a lot of difficutty contacting her TTY neighbor. Sometimes the
neighbor never receives the call but the agent says it is ringing.

Technician checked into Issue. Called 4x to follow up to make sure

89 09/28/07 Sometimes when the TTY user picks up the phone the line 09/28/07 disconnection problem have been resolved. No answer, unable to
disconnects. Twice when the voice customer called the FL relay complete follow up.
number it said that number had been disconnected. Apologized for
inconvenience. Opened TT 5016316. Follow-up requested.
TTY customer stated that he is calling from a Okaloosa Correctional
MM.E. in Crestview Florida and that he has been trying to call into We had 10 agents gated Florida and we were definitely not busy
relay to no avaitable from 905pm to 940pm. He also stated that during that time frame. Unable 10 resolve cu r's lssue Wi
90 09/26/07 it take him a while to connect to relay center and wanted this fixed. 09/26/07 unng " - 3 customer's issue without
- more information. Customer did not provide details, nor did he
Before I could ask a couple questions the fine got disconnected. rovide follow up or number to do a follow up. Case closed
Customer did not want to provide his name nor want a follow up on P P P- )
this.
A technical problem was reported that affected how CID propagates
through the CapTel system. This affected a small number of users.
91 00/24/07 Caller ID 09/28/07 Tech support has a manual adjustment in place to provide correct
CID detail until our equipment vendor can provide a permanent
solution.
Customer’s reiafive shared that the CapTel user experienced
dropped characters and garbled text. Advised customer to try using
the phone in a different location to determine if it is phone line
092 09/17/07 Captions - dropped characters/gasbled text 09/17/07 related. Also advised documentation of future incidents of dropped

characters and garbled captions and to report back with the date*
time and Communication Assistant # if more incidents occur sows
can investigate further.
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A technical problem was reported that affected how CID propagates
through the CapTel system. This affected a small number of users.
93 09/17/07 Caller ID 09/28/07 Tech support has a manual adjustment in place to provide correct
CID detail until our equipment vendor can provide a permanent
solution.
Customer’s relative shared that the CapTel user experienced
dropped characters and garbled text Advised customer to try using
the phone in a different location to determine if it is phone fine
94 09/17/07 Captions - dropped characters/garbled text 09/17/07 related. Also advised documentation of future incidents of dropped
characters and garbled captions and to report back with the date,
time and Communication Assistant # if more incidents occur so we
can investigate further.
TTY caler made this complaint on 9/14/07 at approximately 909pm.
TTY caller said they called in several times reaching this same
o5 09/16/07 agent #. Each time the agent wouldn't dial the number given and 09/16/07 Agent does not remember call. Coached agent on following all
hung up on the caller. AIC taking the complaint apologized and told instructions give by the customer.
the customer a supervisor woukd follow up with the agent. No
request for follow up with the customer.
Voice customer says Voice Cary Over customer gets garbling Entered TT 4920375. Consumer was finally reached and reported
when she calis her but everyone else calls her and her calls are that her contact with the Voice Carry Ove: N
" Iy r user is much better. The
g6 09/14/07 fine. She garbles only with this caller. The calls took place at 09/14/07 Voice Cary Over user gets very litle garbling. Will call back if an
approximately 10:00 AM ET and 10:53 AM ET Apologized. Follow- my i g. W y
up requested. more problems occur but overall consumer is satisfied.

~~
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Customer shared feedback regarding accuracy of captions. Noted
some spelling errors on common name. Customer Service Rep
apologized for incidence and thanked customer for the feedback

everything that agent said. Apologized for the problem and
explalned that agent must type everything hearnd during the call.
Customer does request follow up by supervisor.

97 09/12/07 Accuracy of captions 09/12/07 and informed them that information would be shared with
appropriate captioning service staff for follow up. Suggested
customer document the date* time* Communication Assistant # for
more specific follow up.

A technical problem was reported that affected how CID propagates
through the CapTel system. This affected a small number of users.
a8 09/12/07 Caller ID 09/14/07 Tech support has a manual adjustment In place fo provide correct
CID detail until our equipment vendor can provide a permanent
solution.
A FL voice caller called to complain that while on phone call agent This customer kept interrupting when ever the supervisor or the
typed everything she said and when agent was trying to explain why agent tried to explain how the relay worked. Supervisor said that
Q9/11/07 she was typing what was being said the agent was rude. Apologized 09/11/07 neither agent nor herself were rude. Customer was just angry at the
99 for the problem and explained that agent must type everything call. No action taken for agent or supervisor. Non agent error. Team
heard during the call. Customer does request follow up by Leader contacted customer on 9/17/07 to explain how the relay
supervisor works and apologized for inconvenience.
A FL voice 8.__9.8_.38 complain that while on _.u_..o:ms__ m.noa This customer kept interrupting when ever the supervisor or the
typed evenything she said and when agent was trying to explain why nt tried to explain how the relay worked. Supervisor said that
she was typing agent was rude and asked for supervisor. Customer mua_n..m oxﬂ " <o= - Supel sa
100 Qg/11/07 complained that the supervisor was unprofessional by backing up 09/11007 nefther agent or herself were rude. Customer was just angry at the

call. No action taken for agent or Supervisor. Non agent emror.
Team Leader contacted customer on 9/17/07 to explain how the
relay works and apologlzed for inconvenlence.
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A technical problem was reported that affected how CID propagates
through the CapTel system. This affected a small number of users.

101 09/10/07 Caller ID 09/14007 Tech support has implemented an ongoing adjustment to correct
CID detail until our equipment vendor can provide a permanent
solution.

Customer shared feedback regarding captioning accuracy of her
captioned calls. Customer Service Rep apologized for incidence
0806/ " and thanked customer for the feedback. Customer Service

102 07 Accuracy of captions 09/07/07 recommended documenting the date* time* Communication
Assistant # so that we can follow up with the Communication
Assistant and supervisor accordingly.

Customer Complaint: Caller reported that his calls are still being
answered in Spanish even when he dials the FL English number
which is programmed into his TTY. He has reported this problem
before and a trouble ticket has been entered, but it is still . " " . .
happening. He makes calls both in Spanish Volce Carry Over and Technician noticed branding was switched to Spanish. Changed
103 08/05/07 Engiish TTY. The system seems to be automatically answering in 09/0507 back to English and made note in customers files to keep branding
the last call mode that was used. If he reaches Spanish operator on English. Cu r qo.mm not have any uazmam now with the FL
and needs English, if they transfer the call most times it is Relay calls, which are being answered in English. Case Closed.
disconnected. Even when dialing 711 it is answered Spanish.
Customer Service Response: Apologized, entered TT #4852466
Follow up requested from tech and program manager
Customer Complaint: Taken by MA Customer Service Kim at 23:12
on 9/2/07. Caller stated the Communication Assistant was rude
when she asked, "do you know how to use relay?" When the person Agent does not recall incident. Coached agent on the proper
104 08/04/07 said " just said go ahead”, the Communication Assistant “snapped" 09/04/07 procedure when verify the familiarity of service and to remain

*l have to have a yes or no answer”. Customer Service Response:
Told the caller the report would be sent to the call center supervisor.
No follow up.

professional and courteous at all times.
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9/1/07 @ 3:15pm Customer says he belleves agent hung up on

Agent was coached by the supervisor on the comect procedures for

105 09/02/07 him. Agent id went across his screen but then there was no 08/02/07 disconnecting a call. Agent understood the importance of following
response. call procedures.
Customer Complaint: Caller reported on 8/27 the Communication
Assistant was not professional and she is tired of it, disapproves of
106 08/29/07 the way the call was handled. Customer Service Response: 08729/07 Reassigned to correct center.
Apologized and told her the report would be sent o the call center
supervisor. No follow up.
Agent was aware of the call and stated the customer tried to make
Customer Complaint: Caller reported today 8/29 the Communication a call long distance and reached a recording. (You have reached
Assistant was not professional and she is tired of i, disapproves of the Sprint network or records show you have not established an
107 08/29/07 the way the call was handled. Customer Service Response: 08/29/07 account with us and provided an 800 number) The agent then

Apologized and told her the report would be sent to the call center
supervisor. No follow up.

asked the customer if she would fike to use another LD carrier?
Educated agent to follow instructions from the customer and fo
process calls in a professional and courteous manner at all times.

/‘\

386




Customer Complaint: Caller reported on 8/26 the Communication
Assistant was not professional and she is fired of it, disapproves of

Agent was not aware of the call. Educated agent to follow

108 08/29/07 the way the call was handled. Customer Sefvice Response: 08/29/07 instructions from the customer and to process calls in a
Apologized and told her the report would be sent to the call center professional and courteous manner.
supervisor. No follow up.
Customer Complaint: Caller reported on 8/27 the Communication
Assistant was not professional and she Is tired of it, disapproves of Agent does not remember the call. Coached the agent on 83»55&
109 08/29/07 the way the call was handled. Customer Service Response: 08/29/07 professional, courteous and to follow call procedures along with
Apologized and told her the report would be sent to the call center Instructions from the customer.
supervisor. No follow up.
Agent remembers the call. TTY customer called into FL gate and
wanted to place a call to his sister in Califomia but would not
provide LD Carrier. The Sprint Network recording would come up
Customer Complaint: Caller reported on 8/26 the Communication each time caller dirscted agent to redial. Agent asked for
. N g g customer's LD carrier but the customer refused, the agent then
Assistant was not professional and she is tired of it, disapproves of alerted the supervisor. The supervisor then asked the customer for
110 08/29/07 the way the call was handled. Customer Service Response: 08/29/07 )

Apologized and told her the report would be sent to the call center
supervisor. No follow up.

the COC provider the customer refused and stated private
information was not needed to process the call. The supervisor
assured the customer only the COC name was needed to process
the call no other information. Customer disconnected the call. The
supervisor coached the agent on remaining professional at all
fimes.
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Voice Carry Over call on 8/26/07 @ 6:34pm Agent sounded very

The agent stated he was trying to explain certain call procedures
and keep the customer informed. Agent said he apologized to the
customer, but the customer made offending remarks regarding his

ID. Customer did not recall ID. Referred customer to customer
service for billing Issue. Suggested alternate state relay number
connection.

111 08/27/07 .ﬂam »o. o:ﬁ“”_. Agent meznm_ﬂao the o:m.u:“hﬁ to do. 08/27/07 ability to perform his duties as a relay operator. The supervisor went
pologized to the customer. No follow-up requested. over proper call handling procedures with the agent as well as
remaining transparent, courteous and professional at all times.

112 08/14/07 TTY stated the operator was rude and not patient. 08/14/07 Mﬁmﬂﬁ agent 10 remain professional, courteous and patient at all
Customer Complaint: Caller is having difficulty connecting to the
English and Spanish relay numbers in FL.. When dialing to English
number he gets connected to Spanish, then when he asks to be
“H_NMMM: ﬂn ..M mm_-._n u_m_mmm__“ MMMW. M”_MMMM.WMMMN =MMMQ :.3)““8::3& Customer said he is fine as of now. Now problems so far.

113 08/13/07 N X - 08/13/07 Encouraged him to document the agent number and the time of call
Customer Service Response: Apologized for the problem and told to be able to investigate the complaint more fully. Case Closed
him a trouble ticket would be entered (#4699853). He sald a : :
technician was already working on the issue with TT#4668154 and
he was conducting test calls as the technician had asked that he
do. Follow up contact the customer at his email address provided.
FL Voice customer called around 4 18 pm to say the relay operator

08/08/07 was very slow and a little testy. Customer Service apologized to the 08/08/07 Team leader spoke with this agent about tone of voice. Sometimes

14 customer and assured her that this would be forwarded to the sounds fike she Is a little angry and needs to soften her voice.
Supervisor. No follow up needed.
A FL TTY customer says that for months when he calls the English
language relay number, 3 out of 5 times he receives a Spanish

115 08/07/07 speaking operator. Apologized for inconvenience. Tested number 08/07/07 Called consumer back, issue has not occurred since. Case closed.
and got through to English language agent. Opened TT 4668154.
Follow-up requested.
Customer's stated that for 40 minutes of talk time, 30 minutes of the
call was garbled. In addition the operator rudely talked fast. Supervisor followed up with customer. Customer is unable to locate
Customer received bill for entire time, despite 3/4 of the call having the ID number of operator handling call, but will try to note this

116 08/06/07 garbled communication. Apologized and inquired about an operator 08/09/07 information on future calls. Customer has contact Customer Service

regarding her billing question. Customer will try altemate stare
relay. Apologized again and customer is satisfied with follow up.
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Caller wanted to file a complaint that she received a message left
on her TTY answering machine that was in Spanish which she was

Was issued an apology and customer did not request for follow up.

mentioned agent # but said problem was continuous with several
different agents.

117 08/02/07 unable o read as she does not speak Spanish. Apologized for the 08r02/07 Case closed.
problem. Follow up not required.
After reaching 2 recordings, customer requested no recordings to
be typed. On the next dial out agent typed the recording that was
reached. o:m.o.a.. became angry and asked agent why they did Team Leader talked o this agent about followk .
7 not folfow instructions. Agent responded by sending Alt 2 - number 07129007 instruct nd bei lite to the cu fo A na did not
118 07/29/0 u r calling please - and ignored the customer. Customer is very remember m__ ing po stomer. Agel
upset that the agent didn't even attempt to apologize and ignored call
them. Customer stated they will also be calling customer serv.
Apologized to customer.
Customer states that this Communication Assistant needs further
training. They were very slow at typing the message and seemed to .
not know how to process the call properly. The customer had to Team Leader spoke with this agent about the call. Agent stated that
repeat several times what was being said and it made the call very 07129007 customer was very hard to hear and had an accent. Agent was
119 07125007 confusing and distracting. Customer Service response: Thanked the! trying to type everything verbatim as required. Agent apologized for
customer for letting us know and apologized for the problem. causing confusion.
Assured that the complaint would be sent In as stated. No call back
was requested.
Call came in on English gate. French customer complained that
M.Mﬂoim.saﬂ_:.w:o:m mﬁ._”w_whm_“maﬂu_ﬂaﬂm.“ ___u_woﬂnuq.“m_.w: ””_oﬂo_, Cument procedures are in place to ensure that French agents are
120 07120007 et cail mms._ E__azwoq had the sgents swiich and the Fronch 0712507 made avallable to handle Incoming French calls. Tried calling
agent then came to handle the French call in the English gate. customer for follow up on several occasions received no response.
Customer wants follow up.
Forwarding complaint on to coirect center, aithough the customer
was transferred to Customer Service. This is a technical issue and
not thought to be agent error. Agent recalis receiving a call where
Customer said line is disconnecting when calling into relay and has the text would appear garbled. He notified customer that he was
to make several attempts to put the call through. Customer was having trouble reading their conversation. Agent said that
121 07/18/07 transferred to customer service to discuss problem. Customer 07/18/07 sometimes a calf will drop in and the customer will ask about how to

connect a TTY machine or will have similar questions to which the
operator does not know the answer to. He will then refer and/or
transfer them to customer service, but no particular incident comes
to mind. Supervisor educated agent if there is a technical issue to
nofified supervisor immediately to have a trouble ficket filed out.
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This TTY customer is quite upset that this agent would not tefl him
who they worked for and states that he received a letter regarding a
previous problem on cad comporate stationary. He wants the

TL spoke with this customer and the Communication Assistant who
processed the call. The agent was following company policy. The

122 o7neiT person’s supervisor to know that this agent should tell who they are o7/1e/07 TL observed the call. Agent did nothing wrong. TL tried to explain
working for so they know who to contact regarding the problems he this to the customer.
has been having lately. Apologized. No follow-up requested.
Customer is new to the FL Relay and was making test calls with an The Bwnoaﬁq reported the call was on Tuesday, 7/17/07, at
FTRI Representative in his home. Customer notes request speed approximately 9 AM. The m.noa did remember the call and
set at 20 words per minute with no abbreviations. The operator did u_uo_o.o_uan to the o:ﬂu:ﬁ...i ref to the mvmond..m mc..wamimn
123 0717/07 not follow the notes, and it left the customer frustrated with Retay. 717107 M._Mn& not mﬂw notes ._m_,.m:m_:_:m 8 not using muvas.meo:m inthe
Apologized. Assured customer and FTR] Representative that the omers call notes. The supervisor addressed the issue and
supervisor would be notified. No follow up educated the agent fo read and foliow through with all request or
d - notes from the customer.
Caller wanted relay to process a text chat call. When told we don't .
124 07/10/07 dot _ of calls, customer got upset. 07/10/07 Non agent arror. Agent following procedure.
TTY user stated Communication Assistant was instructed to leave
a message on an answefing machine. The message was hever left - Coached
125 07/02/07 on the voice answering machine. TTY user stated the message was 07/02/07 »\_,vo_nuunm:_n. uw&m_“r Aftempted to contact customer three
very important and should have been left. Customer wants follow up mes. but no answer each time.
call.
Sent customer information explaining the difference between a
| . Tel and a tradifional phone. Explained to customer why
06/28/07 Disconnect/Reconnect during calls 8/07 owu N K
126 n ng vei2 disconnection/reconnection might be occurring and sent email with
fips to reduce their occurrence.
Voice Carry Over customer said they've been losing their branding
127 06/26/07 every few weeks since November. No follow up necessary, just 06/26/07 Line has been branded Voice Carry Over.
wants it fixed. -Rebranded customer as Voice Carry Over
Customer had Volce Carry Over in the notes but the account was
not branded. Lately she has been having trouble with agents not .
realizing she Is <o___‘om Canry Over and missing the __.:m.u%oz of her Verified that customer's number was branded as Voice Camy Over.
128 06/26/07 06/26/07 if they continue to have problems, they can contact Customer

message. With permission, we branded the account Voice Carry
Over. She wants to make this doesn't happen again. No follow up

necessary.

Service directly. No follow up information provided.

/"\
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129

TTY User states that the operator did not do a good job. After
reviewing call history, operator dialed first time, informed TTY user
that ringing stopped. Operator redlaled per instructions and

130

131

132

133

06/25/07 received an answering machine. Customer was angry saying that 06/25/07 No eror seen by supervisor; non agent error.
they needed to speak with their mom. No operator error seen. TTY
user hung up on me and said they would call “Big Boss.” No follow
needed, non agent error.
Advised customer to make use of Volume and Tone sefttings to
optimize sound quality on CapTel phone. Advised customer how to
06/22/07 Echo Sounds - CapTel user hears 06/22/07 properiy hold handset for echo reduction. Also advised customer of
possibility of using an assistive listening device in conjunction with
CapTel phone.
ﬁaﬁhﬁﬂnﬂoﬁﬂﬂﬁ%ﬂ:ﬁhﬂwﬁ”ﬂw .ﬂ.mm_. cail Emailed customer and was _:qo.z_..on the problem no longer occurs.
06/21/07 was at approx 9:40A (CST) today, 6-21-07. (apologized for problem 04/14/08 MMMMa Mnumq. Based on resolution entered on 4/15, customer is
encountered) Customer requests contact. )
This caller received a call from his son (voice to TTY) which had an
operator changeover. Caller claims that the refief operator "started )
fooling around with his console” and "typed every word twice even Team Leader spoke with the Operator and discussed appropriate
061807 after being warned to stop it". The operator told the calier that he 06/18/07 call processing procedures and how to handle technical issues.
was experiencing “technical problems” and that he could call back Operator is aware to request for supervisor assistance as
to reach anather operator; then he disconnected the calt with no necessary. Also faxed letter to customer @ (954) 722-3184.
other wamning. Caller prefers to be contacted by fax; ime of day is
irrelevant.
FL TTY customer states when attempting to reach an operator on
08/14/07 the French dedicated line the phone rings and rings with no answer. 06/14/07 Called consumer after tech support checked into problem. Called

Customer Service apologized for the problem and entered TT
#4323448. Follow up is requested with resolution.

three times, left messages, no call back. Case Closed.
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Sent customer information explaining the difference between a
CapTel and a fraditional phone. Explained to customer why

134 06/13/07 Disconnect/Reconnect during calls 06/13/07 p .y nection might be occurring and sent emall with
tips to reduce their occurrence.
Sent customer information explaining the difference between a
5 . CapTel and a traditional phone. Explained to customer why
135 06/08/07 Disconnect/Reconnect during calis 06/08/07 di . jon might be occurring and sent i with
tips to reduce their occurrence.
Team leader filled out a trouble ticket on 6/07/07 for this problem.
Customer said he has tried to get into Spanish Relay 10 times and Forwarding to customer service for further folow-up if needed.
136 06/07/07 no one will answer the fine. Long, fong wait time before he hangs 06/07/07 Customer Service attempted to contact customer. 3 unsuccessful
up. Wants this looked into. Complaint filed at 5:05 pm on 6/7/07. attempts. Closed contact. If customer calls back, transfer to
Customer Service for assistance.
Voice customer said that agent was very rude. She kept interrupting Team _.m. ader spoke with agent about proper conduct n:::u.ﬁ__

" N and the importance of pacing correctly. Agent stated that voice
her as she was talking and that did not bother her, it was the way it ke very fast and she was trying 1o get 1 v im. Agent
was said. Voice customer also sald that she couldn't understand pefson spoke very trying esbatim.

137 06/07/07 N 06/07/07 also states that she read what the TTY user typed was very heavy
what the TTY user was saying because of how the agent was s
ding the message. She doesn't belleve the agent read what the ASL. Customer Contact was closed on the 8th of June...intemal
.__mw<_8 ge- ag update reopened contact. Customer contact dosed again. Agent
user typed. spoken to on the 8th.
6/1/2007 6:05pm TTY user said he informed agent not to type the Ope . .
. L " rator is aware of the need to follow customer's instructions.
138 06/07/07 ”MM..&& “”n__.“.:ohﬂa the recording not following his instructions. 06/17/07 Operator will make every effort to follow | ctions going f rd.
Sent customer information explaining the difference between a
. CapTel phone and a traditional phone. Explained to customer why
139 06/07/07 Disconnect/Reconnect during calls 06/07/07 disco jonfreconnection might be occurring and sent emall with
tips to reduce their occurrence.
140 0BI0GIT Billing - General 06/06/07 Discussed need to register long distance carrier of choice with

caller and registered voice user accordingly.
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STATE OF FLORIDA
2 THE STaN.

COMMISSIONERS: : DIVISION OF COMPETITIVE MARKETS &
MATTHEW M. CARTER II, CHAIRMAN >, e ENFORCEMENT

LISA POLAK EDGAR 3 %3 BETH W. SALAK

KATRINA J. MCMURRIAN DIRECTOR

NANCY ARGENZIANO (850) 413-6600

NATHAN A. SKOP

Public Serpice Qommizsion

June 19, 2009

Ms. Marlene H. Dortch

Office of the Secretary

Federal Communications Commission
445 12th St., SW

Washington, D.C. 20554

Re: CG Docket No. 03-123, Florida TRS Complaint Summary

Dear Ms. Dortch:

Enclosed is an original and four copies of Florida’s relay complaint summary for the period of
June 2008 through May 2009. Also enclosed is a compact disc containing the same complaint
summary.

Florida received 84 complaints about the various types of services including CapTel. Each of
the complaints were resolved within the FCC’s time requirements. If you have any questions, please
contact me at (850) 413-6974 or at bcasey@psc.state.fl.us .

Sincerely,

Robest J. Casey

Robert J. Casey
Public Utilities Supervisor

Enclosures (6)

cc: Arlene Alexander, FCC Consumer & Governmental Affairs Bureau
Division of Regulatory Compliance (Salak, Harvey)
Division of Service, Safety, and Consumer Service (Moses)
Office of General Counsel (Tan)

CAPITAL CIRCLE OFFICE CENTER @ 2540 SHUMARD OAK BOULEVARD @ TALLAHASSEE, FL 32399-0850
An Affirmative Action / Equal Opportunity Employer
PSC Website: http://www.floridapsc.com Internet E-mail: contact@psc.state.flus
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Complaint Tracking for FL (06/01/2008-05/31/2009).

Total Customer Contacts: 84

Tally | Date of Nature of Complaint Date of Explanation of Resolution
Compl. Resolution

1 06/07/08 A voice customer said that the agent was 06/07/08 There is no such agent ID number.
very rude. The customer said that they could
not hear the agent and when they asked
them to repeat, the agent was rude. The
complaint was made on 6/5/08 but the
customer said the incident happened around
June 2 or 3. The complaint was forwarded to
the correct center. No follow-up was
requested.

2 06/09/08 A customer contacted Customer Service via 06/09/08 A supervisor coached the agent on proper call handling
email at 9:09 PM on 6/6/08 and stated: "She procedures and to always provide the best quality service. A
is very nasty and hateful to us, most times follow-up email was sent to the customer on 6/9/08 letting them
she won't let the calls go through and when know the resolution.
she does put it through she is saying
sarcastic remarks about my husband being
deaf and in prison. Also she tells other
operators not to answer him when he dials.

Some complaints have been forwarded to the
ADA concerning her making fun of the deaf.
Family members are not deaf and we hear
the awful insults." Customer Service replied
via email that the report was sent to the call
center supervisor. Follow-up was requested.
~3 06/16/08 A TTY customer's branding has changed 06/16/08 Customer Service verified the branding. The only reason the
’ from TTY to BRDU and they have been trying branding may not have been updated is the ani.dat file wasn't
all week to find out how to fix it. The problem updated on both call controllers. The issue is now resolved and
started 6/10/08. | apologized and opened a the customer did not request follow-up.
trouble ticket. No follow-up was requested.

4 06/16/08 Accuracy of captions 06/16/08 A customer shared feedback regarding the accuracy of captions.
Customer Service advised them that it would be most helpful to
have a sampling of what they are seeing to determine if the
captioning is affected by phone line quality (dropping characters in
the words) or actual CA performance. The customer was told that
if she documents the date, time, sample errors and CA number,
we can do specific follow-up with the captionist at the Call Center.
We can also advise the customer whether their was caused by
poor data connection quality or a CA at the Captioning Service.
The customer chose not to provide specific follow-up.

5 6/17/2008 Billing - General 6/17/2008 Confirmed with the customer that the default relay carrier billing
charges appear on his bill prior to customer's carrier of choice
registration date, due to his home carrier of choice not being
registered with CapTel. Explained to customer that now that he is
registered, he will receive billing according to his home carrier of
choice. Advised consumer of the many ways carrier of choice
registration is brought to CapTel consumer's attention.

6 06/18/08 A caller requested that the agent not type 06/18/08 The Team Leader explained to the agent that she could
recordings. The agent typed a short recording understand why they were trying to be helpful in this situation, but
which stated that the number dialed was not to always follow customer instructions no matter what. The agent
accepting calls, because the agent thought it understood and apologized.
was important for the customer to know.

7 06/18/08 Technical - General 06/18/08 A long distance network problem was identified where calls were
routed through an incompatible network using VOIP lines, causing
data connection difficulties. The problem was resolved by
technical support by routing calls through an alternate network. 1

/l\ confirmed with the customer that this remedied the circumstance.
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8 06/26/08 A customer says that all of her calls through 06/28/08 The Relay Program Manager will transfer this complaint to the
the relay service are garbled. She has tried to correct Relay Program Manager who handles Florida. | attempted
adjust the settings on her phone to no avail. to reach customer 3 times on April 19 - there was no answer and

PN Customer Service responded by apologizing no answering machine to leave a message. The trouble ticket
for the problem and assuring her that we explained the resolution. The Relay Program Manager attempted
would turn in a trouble ticket. A trouble ticket to call customer 3 times but there wasn't a way to leave a
was opened. message.

9 6/27/2008 Bifling - General 6/27/2008 Collected information and took appropriate action.

10 06/30/08 A customer complained that the agent was 06/30/08 A supervisor followed up with agent, who stated she had slowed
playing games and typing slowly. her typing speed down to try and correct garbling from the TTY

user. The typing on the agent's end was accurate. This was no
agent error and no action was taken.

11 07/03/08 Around 8:45 PM a VCO customer called in 07/03/08 No specific agent |Ds were given for coaching. The supervisor
requesting to speak to a supervisor regarding walked around floor reminding agents about the proper procedure
an issue of agents disconnecting his calls. for handling correctional facility calls. The complaint was
The customer said that he is having difficult forwarded to the account manager for follow-up.
time trying to place calls and that seven times
in the last hour agents disconnect him after
saying that they cannot place a call from a
correctional facility. | explained that | was
unable to transfer this call to a specific
supervisor and suggested that he should
discuss this with Customer Service, which he
declined. | also stated that | could not follow-
up without Agent IDs being given. The
customer wants a resolution, so this was
referred to the account manager for follow up
via mail.

12 07/07/08 The customer stated that at approximately 07/07/08 No follow-up with the customer was required. The agent did not
2:45 PM today he got agent and provided the hang up on the customer. The computer did a "memory dump” in
calling to number. When he did not receive the middle of the call, which automatically disconnects the call.
any response, he provided the number a This is a technical issue and not agent error.
second time, but there was still no response.

The customer then typed "hello gq ga" and
| nothing was typed back. The customer had to
~ disconnect the call and redial into relay,
which he finds very frustrating. | apologized
for the inconvenience and assured him that
this will be forwarded to agent's direct
supervisor.

13 07/14/08 Service - General 07/15/08 A customer shared feedback regarding the service of a specific
captionist during some Spanish captioned calls. The Customer
Service Representative apologized for the incident, thanked the
customer for the feedback, and informed them that this information
was shared with Captioning Service management so that the
processing of Spanish captioned calls can be improved.

14 08/03/08 A TTY user said that this agent was very rude | 08/03/08 The complaint was forwarded to a supervisor for follow-up on

and refused to make a TTY to TTY call for processing calls and not arguing with customers.

him and told him he was calling from a jail. The agent was terminated for unacceptable behavior.
He tried to place this call approximately 12:50

PM. There were no customer notes

indicating that the calling number was at a

prison. | apologized and told him | would refer

the complaint for follow-up. No follow-up with

the customer was requested.

15 08/06/08 Disconnect/Reconnect during calls 08/06/08 - Sent customer information explaining the difference between a
CapTel phone and a traditional phone. Explained to customer why
disconnection/reconnection might be occurring and sent email with

. tips to reduce their occurrence.

16 08/07/08 A FL voice customer called to complain that 08/07/08 | called the customer twice and there was no answer, then | was
he cannot reach his mother via FL relay. The able to leave a message on voice mail. The customer has not
line goes dead for 10 seconds and then he called back. The trouble ticket explained the resolution. The Relay
gets a recording informing him that long Program Manager left a message on voicemail and has not
distance calls must be billed, and asking him received a call back.
to enter the number he is calling. He does not

/J reach a live agent. He gets the same resuit
~ whether calling the FL 800 number or 711. |
apologized for the inconvenience and opened
| a trouble ticket. Follow-up was requested.
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17 08/09/08 A customer attempted to call Fiorida Relay on | 08/20/08 A letter was sent to the customer on 8/20 w_ith_an explanation of a
August 8th 2008 from 9:00 PM to 11:00 PM significant increase in call volume during this time frame on 8/8
and was unsuccessful. She kept getting a and an apology for the inconvenience.

L message telling her to hold for a relay agent,
but was never connected to an agent. The
customer needed to get through to her doctor
and was unable to do so. She is asking for a
letter explaining that the relay system was
down to be sent to her and her primary care
doctor. The Customer Service
Representative apologized for the error and
recorded the customer's and doctor's
addresses so a letter might be sent. No
follow-up was requested.

18 08/11/08 A caller reported that they could not complete | 08/11/08 | contacted the customer to let her know that a trouble ticket had
a call by dialing 711 on 8/9/08 at 5:27 PM. been entered. | also explained the resolution: a technician
The Customer Service Representative contacted the LEC, since they route the 711 calls. The customer
apologized for the inconvenience and appreciated the contact and explanation and thanked me for all of
provided the 800 VCO number. A trouble my help.
ticket was entered on 8/11/08 and follow-up
was requested.

19 08/13/08 A caller reported that the CA kept saying over | 08/13/08 The complaint was forwarded to a supervisor for follow-up on
and over, "speaker no good, breaking down". possible equipment issues or paying attention to call.

It seemed that she wasn't paying attention A supervisor spoke with the agent about the call. She remembered
and kept asking to repeat things. The the call and said that it appeared that the hearing person's voice
Customer Service Representative apologized kept cutting in and out, as if they were on a cell phone, and she
for the inconvenience and told him that a had to have them repeat. She wanted to let the TTY user know
report would be sent to the call center this to keep them informed. This appears to be a technical issue
supervisor. No follow-up was requested. and not agent error, so no action was taken.

20 08/19/08 A TTY customer made a call through FL 08/22/08 The complaint was forwarded to a supervisor for follow-up. This
Relay on Friday, 8-15-08 at approximately could have been a technical issue and the operator may have
4:00 PM ET to his doctor's office. The thought that the message was left. This agent was not working
operator indicated that a male voice at the during the time of the call. The complaint closed as non-agent
office made an appointment. for him today, error.

Tuesday, 8-19-08. When he arrived for his

. appointment, the doctor's office advised him
that he did not have one and that they had
never received a call from him via Relay last
week. The TTY customer does not believe
the Relay operator made the call and lied to
him. | explained to the caller that Relay
operators make all calls requested to each
and every number. | also advised that a
complaint would be entered regarding the
problem he reported. The customer requests
follow-up contact.

21 08/28/08 A customer complained that only one French | 08/29/08 The cailer was advised to transfer to English to process an English
agent was available. relay call.

22 (8/28/08 A customer stated that when they dialed 08/28/08 A Supervisor Assistant explained that the description indicates
relay, they connected to the same operator there may have been a technical issue at the workstation and
on two different occasions, one hour apart. requested information from the customer that wouid allow a
When the operator dialed the call, the technician to check for issues. The customer did not want to
customer was disconnected after 15 seconds provide details or contact information for the technician. The
on each occasion. The supervisor apologized supervisor apologized for the inconvenience and said the
for the inconvenience. information would be passed to the center.

A team leader met with the agent on 8/28/08 and went over proper
disconnect procedures and that intentionally disconnecting calis
can be a terminable offense. Also discussed that if calls are
dropping due to technical problems that a supervisor needs to be
notified immediately. The agent understands.

23 08/29/08 Service - General 09/02/08 A customer shared feedback regarding the service of some

captionists during some Spanish captioned calls. The Customer
Service Representative apologized for the incidents, thanked the
customer for the feedback, and informed them that this information
was shared with Captioning Service management so that the
processing of Spanish captioned calls can be improved.

24 08/29/08 Disconnect/Reconnect during calls 09/02/08 The customer was sent information expiaining the difference

between a CapTel phone and a traditional phone. | explained to
the customer why disconnection/reconnection might be occurring
and sent a letter with tips to reduce their occurrence.
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25 08/30/08 A customer complained that the FL TTY 09/02/08 Customer Service tested the numper on 9/2/08 at 8:20 AM and it
number could not be reached, there was only was answered after one ring and is working perfectly.
a beep and then a disconnect.

26 08/30/08 This customer called in about problems 08/30/08 I contacted the customer for follow up, who reports "everything is
connecting to their client, a TTY user. This fine; it's working." The customer is using cell pt_wne and Info digits
has happened on several occasions but the from Metro P are not sending. The customer's line was branded
most recent was August 30, 2008 at 7:36 PM for Voice.

CST. The person is upset about the
inconvenience. Customer Service provided
her with the Florida Relay number and
recommended she try using that number
directly instead of the 711 shortcut. It was
also recommended that she try contacting
her phone service. Follow-up was requested.

27 08/30/08 The customer complained that the agent did 09/05/08 I met with the CA and went over procedures on how to do a calling
not keep the TTY user informed while card call and how to keep the caller informed as to the steps being
processing a call using a prepaid calling card taken to complete call.

(i.e. recording playing, entering info, your
balance is...).

28 08/31/08 The caller reported that he could not reach a | 09/02/08 A Customer Service Representative tried the number and reached
Creole agent and wanted Customer Service an agent, but the customer was not satisfied with the result.
to try calling the Creole number. Follow-up was requested from the Account Manager, who has

dealt with this customer in the past. The Relay Program Manager
emailed the customer on 9/8 and 9/12 to provide support and
explain the reason for closing the customer's in-state call center.
On 9/30, a Customer Service Representative explained to the
Relay Program Manager that this customer has been rude many
times, several times on many days, to Communication Agents and
supervisors-—-using derogatory, abusive, and threatening language
towards all Relay employees and then disconnecting the calls.
After discussions with various team managers, it was decided to
temporarily block this customer, especially given their prior history
of such actions.

29 09/05/08 The customer complained that the agent did 09/05/08 | met with the CA and went over call procedures for using a calling

- not keep the TTY user informed while card and how to keep the caller informed on the steps taken.
processing a call using a prepaid calling card.

30 09/09/08 The customer states that when French 10/09/08 Trouble ticket #6995777 has been filed. The on-site technician has
Creole agents take his calls, the computer indicated that there are no further problems.
seems to skip some text and letters are
missing, making the conversation hard to
read. This only happens on French Creole
calls. Relay Customer Service responded by
apologizing for the praoblem and assuring the
caller that a trouble ticket would be turned in
with the problem as stated. A trouble ticket
was opened, no call back was requested but
he would like the problem fixed.

31 09/10/08 Accuracy of captions 09/10/08 A customer shared feedback regarding the accuracy of captions.
The Customer Service Representative apologized for the incident,
thanked the customer for the feedback, and informed them that
this information was shared with the appropriate captioning service
staff for follow up. | also suggested that the customer document
the date, time, and CA number for more specific follow up.

32 9/12/2008 Billing - General 9/12/2008 Phone company reimbursed customer for the bill. Customer
satisfied.
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33

09/13/08

A customer placed calls today (9/13/08) at
two different times where the greeting and
relay were in Spanish. The caller prefers
English. This also happened several months
ago and the customer believes it is due to an
*auto branding" and should be cleared by
technical support for good this time. The
customer also wants a note in his profile
making it clear that no changes should be
made to his profile without specific
instructions and consent. ) apologized to the
customer, selected English as the language
preference in GUI, and made a note per the
customer's instructions. | also informed the
customer that the problem would be sent to
technical support for resolution. Follow-up
was requested.

09/13/08

| checked the customer's database profile to be sure English was
selected as the answer type. A note was put in place per customer
instructions.

09/14/08

A customer experienced multiple disconnects
while placing calls through relay. As soon as
the operator's greeting was received, the cait
would end. | apologized to the customer and
informed them that this issue would be
forwarded to technical support for resolution.
Follow-up was requested.

09/14/08

The disconnects were a result of the call coming in Spanish
instead of English. The database profile was updated per
customer request to select English as the preferred language. The
customer was contacted via email as requested.

35

09/20/08

A customer called complaining that they were
unable to reach a Creole Agent in the
Jacksonville Center. They wanted the
complaint documented because they are
unhappy with the switch over from the Miami
Center. When there was a Miami Center,
they were always able to get Creole Agents,
but he says now he never gets one. The
Customer Service Representative apologized
for the unavailability of a Creole Agent in the
Florida Center and listened to the Caller's
complaints. The caller requests follow-up by
email.

09/20/08

The Relay Program Manager provided support and answers to this
customer; however, after discussion with various team managers,
it was decided to temporarily block this person from using the
Relay service since they continued to use derogatory, abusive,
and threatening language to all Relay employees, despite frequent
attempts to explain via phone and email that this is not tolerated.

36

09/29/08

A VCO customer reports that she is unable to
properly connect with FL Relay and waits on
line for long periods of time before reaching
an operator and sometimes gives up. The
customer previously reported this problem on
9-23-08 and stated that they need the
problem fixed now. The previous customer
complaint and trouble ticket had been
entered on 9-23-08. The customer stated
they were contacted by someone and
advised they were working on the problem. A
trouble ticket was opened and the customer
requests contact ASAP.

04/22/09

| called the customer twice and there was no answer. | called
again and was told that the customer no longer lives there. The
trouble ticket explained the resolution. As the previous
representative mentioned, the customer no longer lives at this
number.

37

10/05/08

The customer states that the agent refused to
connect his call; he attempted to connect
TTY to TTY then hung up on outbound. He
said he wouldn't make any more calls, as this
has been going on for a while; it keeps
hanging up. The voice never initiates the calls
- they are always the outbound. | apologized
and said that the call would be followed-up
on. | asked if there was anything else we
could do for him. A follow-up call is requested
at 3:00 PM.

10/05/08

The agent is no longer with the company.

38

10/07/08

Technical - General

10/07/08

Technical support added this new area code/prefix combination to
the system database, allowing the customer to successfully
complete a captioned call through the Captioning Service.

39

10/08/08

A FL TTY customer states they requested to
be transferred to Spanish, but were
transferred to Customer Service instead.
Customer Service apologized and no follow-
up is needed.

10/08/08

The agent was coached on paying careful attention when
transferring customers.

400




40 10/08/08 A customer complained that captions stop in 10/08/08 | advised the customer that the captioning assistant experienced

middle of calls. no audio during this call, so sent a technical message noting
difficulty and to hang up and try the call again. A subsequent test
L. call yielded great captions and the issue is resolved.

41 10/15/08 A customer says she can no longer make 10/26/08 The trouble ticket indicates that " the ticket was transferred to me
long distance calls to her son or daughter on 11/3. | contacted the customer and son/daughter and they
when using the FL Relay Service. Relay stated that the problem has been resolved." This contact was
Customer Service responded by apologizing closed.
for the problem and assuring her that a
trouble ticket would be sent to further
investigate the problem. A call back was
requested and a trouble ticket was opened.

42 10/20/08 A customer emailed to complain that the CA 10/20/08 The complaint was forwarded to a supervisor for coaching on
"lied to me and my husband and then hung disconnecting calls and TTY to TTY procedures.
up on us. My husband has this on his print- A supervisor met with the agent and coached them on the proper
out from his TTY. She refused to connect us procedures for connecting TTY to TTY calls and explained that is
TTY to TTY and told my husband that | said the agent is unsure how to process any call to ask for assistance.
the TTY user was unavailable. This is not Follow-up completed by supervisor on 10/24/08 via email.
true.” She said her husband would send the
tape to the ADA. The date and time of call
were not provided. The Customer Service
Representative replied that the report would
be sent to the call center supervisor and if the
callers could fax a copy of the TTY tape we
would appreciate it. | provided fax number.

Follow-up was requested.

43 10/24/08 Technical - General 10/24/08 After that telephone carrier identified and corrected a technical
issue with the number the customer was trying to call, the user can
now reach that number when dialing with captions.

44 11/03/08 The customer complained, "Operator typed 11/03/08 A team leader met with the agent on 11/3/08. The agent was
horribly slow. Operator would not type certain informed that they are expected to meet the 60 WPM typing speed
phrases to mom causing confusion during the and at least 85 percent accuracy on all calls. The agent was told
call. Kept typing extremely slow, kept pacing. that if they are experiencing problems with processing a call to

N Outbound user complained about her notify a supervisor immediately and they understand.
spelling. When | requested a supervisor she
said one was not available." | apologized to
the customer and assured them the
information would be forwarded to the
appropriate supervisor.

45 11/08/08 This user complained that for the past 2 11/12/08 The issue was assigned to Customer Service for further
months the voice person has not been able to investigation. A trouble ticket was turned in on this problem. This
call her friend using FL relay, as the call will complaint was transferred to the right Relay Program Manager
not go through. The out dial makes funny who handles Florida. | left 3 messages on voicemail but did not
tones and the call cannot be connected. This hear back from the customer.
caller was also branded VCO, but is a
hearing person who calls a VCO user. |
apologized for the inconvenience and took
her information down. | also changed her
device status in the database back to voice
and changed her long distance carrier to her
new one. The customer requests a follow-up
call.

46 11/13/08 Technical - General 11/13/08 Customer Service has determined that the network is classifying
this user's call as coin/non-coin/unknown. The CapTel platform
was modified to accept this network classification for a residential
user.

47 11/24/08 Accuracy of captions 11/24/08 A customer shared feedback regarding the accuracy of captions.
The Customer Service Representative apologized for incident and
thanked the customer for bringing their experience to our
attention. Customer Service suggested that the customer
document the date, time, and CA number of any future calls to
allow us to take specific action with the CA captioning the call. The
customer chose not to provide specific examples at this time.
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calls on TTY. The customer requests follow-
up via phone.

48 11/25/08 The customer complained, "Me and my family | 11/25/08 | apologized to the customer and informed them that the issue was
have tried all weekend to contact my mother. documented and would be looked into. A supervisor suggested
Her phone number is xxx-xxx-xxxx. When we disconnecting and trying again, as we had FL Spanish agents

/.L dial the Spanish Relay the line just rings and available at the time his complaint was taken. The customer said
rings but no one answers. Why is no one "ok" and then disconnected.
answering the FL Spanish Relay number?
The number we called is FL Relay Spanish 1-
877-955-8773." The customer requests
follow-up.

49 12/01/08 A FL TTY customer says he cannot get 12/01/08 A message was left on a TTY answering machine on April 19 at
connected to two local numbers calling 12:05 asking the customer to call back. 2 more messages were
through the relay via 711. The calls are both left on the answering machine and customer has not returned the
Jocal. Relay agents tell him the numbers calls. The trouble ticket explained the resolution. As the previous
"keep coming up silent". | apologized for representative stated, 3 messages were feft on the customer's
inconvenience and opened a trouble ticket. answering machine on different days and times and the customer
Follow-up was requested. has not called back,

50 12/01/08 At 12:15 PM a customer stated that he is 12/01/08 The trouble ticket explained the resolution. | left messages for the
experiencing difficulty connecting to his family customer and have not received a call back.
members at two separate telephone .
numbers. The operator would dial out to
either silence or to ambulance tones. The
customer stated that he tried 711, the FL 800
relay number, and also FRS but couldn't get
through to the two numbers. The customer
database indicates the long distance Carrier
of Choice as Bell South, predetermined paid
by Inbound. | apologized to the customer and
a trouble ticket was completed on this issue.

The customer wishes follow-up via fax.

51 12/02/08 A voice customer stated that she is unable to | 04/22/09 2 messages for the customer were left on voice mail. | called again
call her mother via FL Relay due to getting a and there was no answer or voice mail so | was unable to leave
busy signal, but the number rings when another message. The trouble ticket explained the resolution.
dialed directly without Relay. | advised the Also, as the previous representative stated, voice messages left
customer that a trouble ticket and complaint on the customer's answering machine were not returned.

~ would be entered. A test call was made from
Relay Customer Service with an office desk
phone and the line was busy. A trouble ticket
was opened. Customer requests contact
asap.
52 12/09/08 Consumer education - USB 12/09/08 | provided the customer with information on the CapTel phone
USB model.
53 12/09/08 Accuracy of captions 12/09/08 A customer shared general feedback regarding the accuracy of
captions on their Spanish call. The Customer Service
Representative apologized for the incident and thanked the
customer for bringing their experience to our attention. General
feedback as received was passed on to Call Center Management.
The Customer Service Representative suggested that if customer
documents the date, time, and CA number of any future calls, we
can take specific action with the CA captioning the call. The
customer chose not to provide any follow-up detail.

54 12/16/08 The customer states that when they call the 12/16/08 A trouble ticket was entered regarding the complaints listed.
number, they receive a loud siren sound. This Unable to make contact with the customer at 12:40 PM and 12:55
also happens when calling other numbers PM. Referred to a Customer Service Representative for further
with xxx area code. On voice to TTY calls questions/inquires regarding the type of TTY being used. Lefta
there is a lot of garbling. Voice messages message on a TTY answering machine on April 19 at 12:05 PM for
aren't being left on his TTY answering customer to call back. Left 2 more messages on answering
machine. 711 is not working correctly. The machine but the customer has not called back. Trouble ticket
customer says a Customer Service explained the resolution. As previous representative stated, left 3
Representative previously told his son to set messages on customer's answering machine but customer has not
analog to digital, but the customer does not called back.
understand what that means. He reminded
Customer Service that they have not returned
his last two service complaints they submitted
to technical support last month, and states

P that he does receive automatic answering
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problems while using Florida Relay, but the
main one is that the relay operator was rude
and interrupted the caller. The customer
states that the supervisor also had a tone that
was very short and sounded upset. Customer
service received this complaint via email and
apologized in a return email, assuring the
caller that this would be looked into by the
Program Manager. The customer would also
like a follow up by the Program Manager via
email.

55 12/19/2008 | Billing - General 12/19/2008 Discussed billing and took appropriate action.
56 12/19/08 Service - General 12/19/08 | advised the program outreach trainer that a severe snow storm
L impacted staffing at the Captioning Service and confirmed that a
customer's wait time was slightly longer than nomally
experienced. | advised that customers should let the call ring a few
moments longer than the usual few seconds.

57 12/22/08 A FL voice user called to complain that he 12/22/08 The Customer Service Representative explained the use of relay

was receiving harassing phone calls through and provided instructions on further handling of phone calls. The
Sprintip. The Customer Service customer did not request follow-up.

Representative apologized and no follow-up

was requested

58 12/29/08 Disconnect/Reconnect during cails 12/29/08 | sent the customer information explaining the difference between
a CapTel phone and a traditional phone. t explained to the
customer why disconnection/reconnection might be occurring and
sent a letter with tips to reduce the occurrence.

59 12/29/2008 | Billing - General 12/30/2008 Customer was referred to Sprint to address long distance charges
imposed by the default Relay provider in order to seek possible
reimbursement. Customer's preferred long distance carrier was
not registered with CapTel, but was registered upon contact with
us. Customer expressed appreciation for this assistance.

60 01/02/09 A supervisor came on the line, but the 01/02/09 The Relay Program Manager emailed the customer on 5/14 and

customer had not requested a supervisor. left a voice message on his answering machine on 5/15 at 2:30
They explained that hey were dissatisfied PM, inquiring if our Relay services have been satisfactory lately
with the way the agent was handiing the VCO and to please email or call back. RPM made third attempt to
call. The customer said that either the agent contact customer and on 5/18 at 11:25 am, left a final voice
did not know how to process VCO calls or message on answering machine with email address and call-back
was badly trained. Then there was a ¢lick and number.
the line went dead. The customer stated they
called back into relay and requested him the
supervisor by name and asked him why he
had hung up. The supervisor said he did not
hang up, that the line simply disconnkcted.

N The customer said that they had worked in
relay for some time and did not know for the
calls to unexpectedly "disconnect". The
customer said, "l told him | was not happy
with him (his tone was very short and he
sounded upset) and was not happy with the
"line disconnected" comment. We hung up.”
This customer prefers email responses and
stated they would fike follow with this and e-
mail would be best. Customer would like
follow up via phone.

61 01/02/09 A FL Voice user states that they have many 01/02/09 The Relay Program Manager called the customer, apologized, and

briefly explained about the Relay service.

403




62 01/12/09 This customer states that he cannot place 01/12/09 A technician worked on and completed this issue on 1/13. They
international calls using his Verizon long were unable to duplicate the issue, as test calls completed with no
distance. In the past, his database was issues. On 5/8 at 4:30 PM, the customer was called and there was

A altered to allow long distance calls to go no answer. The Relay Program Manager called the customer on
through with "local override" due to a bug in 5/11 at 11:10 AM and there was no answer. The Relay Program
the system with Verizon international long Manager called the customer on 5/14 at 3:55 PM and 5/15 at 2:05
distance. Customer Service responded by PM but was not able to get a hold of them. Since Customer
explaining that the development team had Service has not received further complaints from this customer,
informed Customer Service that the bug had and since we have not been able to get a hold of this customer
been fixed and re-entered Verizon for after three attempts, it is assumed that Relay services have been
international long distance in the Customer working well.

Database profile on 1/9/09. Due to this
change, calls would not complete on 1/11/09.
A trouble ticket has been entered by
Customer Service and follow-up was
requested.

63 01/13/08 A voice customer is unable to dial out viathe | 01/13/09 A technician worked on this issue on 1/14 and reports it is “...fixed
relay, the number shows as an unknown with the recent VNH updates.”
location so relay cannot dial out. | apologized
and opened a trouble ticket. No follow-up
was requested.

64 1/16/2009 Billing - General 1/16/2009 Changed phone company billing code for customer's long distance

provider in our system due to long distance company changing to
a different billing code. This change will ensure customer receives
billing per their home account arrangement.

65 01/30/09 A customer reports that captions stop in 01/30/09 A customer shared feedback regarding captions stopping during a
middie of a cail. calt and provided specific call data. The Customer Service

Representative apologized for the incident and thanked the
customer for the feedback. Investigation identified that the call had
a trouble ticket indicating difficulty at the CA's work station. The
customer acknowledged receiving the message, "Sorry
experiencing technical difficulties please try your call again.” This
issue was resolved by center personnel immediately.

56 02/02/09 Consumer education - USB 02/02/09 Discussed the option of CapTel USB to have larger-sized text.

67 02/05/09 Disconnect/Reconnect during calls 02/05/09 The customer was sent information explaining the difference
between a CapTel phone and a traditional phone. | explained to
the customer why disconnection/reconnection might be occurring
and sent an email with tips to reduce the occurrence.

68 02/12/09 A FLTTY user has been unable to make 02/12/09 On 2/13 a technician said: "The number is a valid number
outgoing calls through relay for the past (Brandon, FL), forwarding ticket to Development to have the
week. When she tries she gets a message database updated." The database has been updated and the
that says, "Cannot proceed with out dial: Relay Program Manager called the customer via their TTY number
Could not out dial, Invalid calling party and was not able to leave a message. The Relay Program
number." The customer called their LEC, who Manager called the customer via voice on 5/11 at 11:10 AM and
said everything is fine on their end. | left a message. The Relay Program Manager called the customer
apologized for inconvenience and opened a a 3rd time on 5/14 at 2:35 PM and left a final message on the
trouble ticket. Follow-up was requested. voice answering machine, saying that it is assumed that relay

services have been performing satisfactorily since we updated the
database and have not heard further complaints.

69 02/25/09 A VOIP TTY customer reports that their 02/25/09 At 12:35 PM | left a message for the customer to return the call. A
location shows as "unknown" to Relay. The female stated that she doesn't know if the issue has been
customer gets an "invalid number" message resolved. On 3/5, a technician updated the VNH successfully. The
that interferes with Relay out dialing. 1 Relay Program Manager originally called customer via TTY about
apologized and opened a trouble ticket. ancther complaint, as TTY was stated as the customer's preferred
Follow-up was requested. choice of communication; however, on this complaint, they said to

call back via voice. The Relay Program Manager called the
customer on 5/8 at 4:50 PM via voice and left a message on an
answering machine asking them to call back. The Relay Program
Manager called the customer on 5/11 at 11:10 AM and left a voice
message inquiring if relay services were satisfactory and
requesting a call back. The Relay Program Manager cafied the
customer a 3rd time on 5/14 at 2:35 PM and left a final message
on the voice answering machine, saying that it is assumed that
o~ relay services have been performing satisfactorily since we

updated the database and have not had any further complaints
from this customer.
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03/10/09

Accuracy of captions

03/10/09

A customer shared feedback regarding the accuracy of captions
and provided specific call data. The Customer Service
Representative apologized for the incident and thanked the
customer for the feedback. The call detail information was shared
with Call Center management for follow-up with the CA by their
supervisor. This was conveyed to the customer and they noted
appreciation of the follow-up.

71

03/12/09

Accuracy of captions

03/12/09

A customer shared feedback regarding the accuracy of captions
and provided specific call data. The Customer Service
Representative apologized for the incident and thanked the
customer for the feedback. The call detail information was shared
with Call Center management for follow-up with the CA by their
supervisor.
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03/23/09

Captions lag too far behind voice

03/23/09

A customer reported that on a scripted recorded call she
experienced additional seconds of delay with the captions.. The
Customer Service Representative apologized for the incident and
investigated it. A fast paced script resulted in extra seconds of
delay as the captionist transcribed. The CA number was reported
to their supervisor for monitoring and assistance. The customer's
experience does not impact compliance with FCC rules for 60
WPM text transmission.
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03/26/09

Technical - General

03/26/09

At 12:40 PM a major network supplier CapTel relies on
experienced difficulties that impacted some CapTel calls. At 3:15
PM, Captel's supplier re-established its link, allowing all calls to be
routed and processed nommally. Daily service level was met as
only some calls were affected. The customer confimed ability to
make their call.
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03/27/09

Disconnect/Reconnect during calls

03/27/09

The customer was sent information explaining the difference
between a CapTel phone and a traditional phone. | explained to
the customer why disconnection/reconnection might be occurring
and sent tips to reduce the occurrence.

75

4/1/2009

Billing Issue - Calling Card - unable to use

4/3/2009

CapTel Customer Service has determined that this user's calling
card provider is routing the call through a VOIP network not
compatible with CapTel. As an interim solution, CS mailed a
prepaid calling card to customer to provide this consumer time to
obtain a different company's calling card.

76

04/08/09

The customer reports that the operator did
not follow his instructions on 4/8/09 at
approximately 7:40 AM. His daughter's phone
number is in the Relay database and he
relies on the operator to know how to access
his frequently dialed numbers. | apologized
and explained that the supervisor will be
notified. No follow-up was requested.

04/08/09

The frequently dialed numbers procedures were reviewed with the
agent.

77

4/16/2009

Billing - General

4/17/2009

Discussed billing and took appropriate action.

78

04/17/09

Accuracy of captions

04/27/09

The customer shared general feedback regarding the accuracy of
captions. The customer was asked for any specific detail that
would help Customer Service follow-up with the Call Center
personnel. The customer followed up days later and shared an
example of 2 word errors. The Customer Service Representative
apologized for incident and thanked them for bringing the specific
information to our attention. The feedback as received was passed
on to Call Center Management. The Customer Service
Representative educated the consumer about how text is
generated using voice recognition rather than typing, and that
corrections will appear in < > brackets after a word error. The
customer acknowledged that a correction was received during the
call and expressed satisfaction with the details shared.
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04/20/09

Accuracy of captions

04/22/09

A customer shared an example of a word error from a call that
confused her. The Customer Service Representative apologized
and thanked the customer for bringing their experience to our
attention. The Customer Service Representative also educated
the consumer on how text is generated using voice recognition,
and that errors caught will appear in < > brackets after the error.
The customer acknowledged that a correction was received during
the call. The customer was encouraged to ask other the other
party for clarification when desired to verify what was said, noting
she can do so at any time during the caption transmission. The
customer was satisfied with the support details shared.

80

04/22/09

Customer Complaint: The caller reported that
when he dials the FL Spanish relay number,
it is answered in English; and when he dials
the English number it is answered in Spanish.
He does not want his calls to have to be
transferred each time to get the proper
language. He is bilingual and makes calls
through relay in both Spanish and English.
He requested a trouble ticket be entered as
was done in the past to correct the problem.
The Customer Service Representative
apologized for the inconvenience and told
him the trouble ticket would be entered. He
requested to be contacted via email with the
resolution.

04/22/09

A technician stated on 4/27: "Per state contract, we have to do
last-number branding look-up. I'll refer this to over to the business.
The only possible solution that can be done is to request that a
separate toll-number be set up for this customer or a design
change which would have to come from the business side.” The
Relay Program Manager emailed technician on 5/8 for additional
support. On 5/9, IT said: :We are currently fulfilling last-number
branding look-up per state contracts. Since the customer is
bilingual & if the customer wants an English agent but previously
dialed in Spanish, the next call would route to Spanish per the
state contract requirements & not English. In order to
accommodate this customer's requirements in place of the stated
contract and original requirements, it would require a new card to
be opened for funding, new coding requirements & development
work. The only other solution is loading separate toll-free numbers
for the customer and route one to Spanish and one to English and
not do branding look-up on these numbers." The Relay Program
Manager emailed the customer on 5/11.
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05/06/09

On 5/3/09 a voice caller stated she was on
the phone with an elderly TTY user at
approximately 615 PM EST when she asked
the operator to repeat what she had just read.
The operator rudely said they would not
repeat and then the operator hung up on both
the voice and TTY users. The voice customer
wants a call back to confirm that the
complaint reached the appropriate
supervisor. | apologized and assured them
that the complaint would be forwarded to the
appropriate contact. Follow-up was
requested.

05/06/09

I met with the CA on 5/12/09. The CA remembered call and stated
that the voice person wanted them to repeat information that had
occurred earlier in the conversation. When the CA told the voice
person that they no longer had that information, the voice person
replied, "Well you are the only operator who doesn't." The CA said
the voice person became very upset and hung up. The CA denied
hanging up on them and it appears to me that the CA was
following proper procedures.

The Relay Program Manager, Operations, and the customer had
several email communications about this; the last email to the
customer on 5/14 stated: "[Sprint is] working with our Operations
team on a different solution. This may take time because Sprint is
already fulfilling the State of Florida's contractual requirements, so
this is something that will take time to develop a new procedure--
something 'extra’ we are doing outside of our normal duties.
[Sprint will] keep you posted." Since the state relay requirements
are being met, this complaint is considered closed, yet Sprint will
continue working on this new feature as an added bonus.
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5/7/2009

Billing Issue - Calling Card - unable to use

5/7/2008

Investigated and informed customer that the calling card they are
trying to use is going through an incompatible VOIP network thus
preventing the call from connecting to the CapTel user. Provided
an interim solution for the customer, and advised using a different
calling card.

83

5/8/2009

Technical - General

56/8/2009

Customer reported a one-time isolated incidence where captions
were not present. Investigated and explained to customer that
captions failed to appear on a call due to a technical issue at the
captionist's workstation. Apologized for this incidence. Customer
was advised he can turn captions off and on again while still on
the call to re-connect to the center and a new captionist.
Customer satisfied.
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—~ COMMISSIONERS: DIVISION OF COMPETITIVE MARKETS &
MATTHEW M. CARTER II, CHAIRMAN ENFORCEMENT
LisA POLAK EDGAR BETH W. SALAK
KATRINA J. MCMURRIAN < R DIRECTOR
NANCY ARGENZIANO (850) 413-6600

NATHAN A. SKOP

g ml €. JANAL '
Public Serpive Qommisst
Recelved & Inspected

June 25, 2008 JUN 2 6 2008

Ms. Marlene H. Dortch FCC Mail Room

Office of the Secretary

Federal Communications Commission
445 12th St., SW, Rm TW-B204
Washington, D.C. 20554

Re: CG Docket No. 03-123, Florida TRS Complaint Summary
Dear Ms. Dortch:

Enclosed is an original and four copies of Florida’s relay complaint summary for the period of
June 2007 through May 2008. Also enclosed is a compact disc containing the same complaint
I Summary.
Florida received 140 complaints about the various types of services including CapTel. Each
of the complaints were resolved within the FCC’s time requirements, If you have any questions,
please contact me at (850) 413-6974 or at beasey@psc.state.fl.us .

Sincerely,
Robert J. Casey
Public Utilities Supervisor
-y
- .
Enclosuzes (6w,

cc:  Arlene Al‘gmnder, FCC Consumer & Governmental Affairs Bureau
Division of Cdnpetitive Markets and Enforcement (Salak, Moses, Harvey, Tan)

—_— . No. of Coples rec'd__ O i‘r/
ListABCDE

CAPITAL CIRCLE QFFICE CENTER 02540 SHUMARD OAK BOULEVARD ® TALLABASSEE, FL 32399-0850
An Affirmative A¢tipn / Equal Opportunity Employer
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DOCUMENT OFF-LINE, .

- 0An oversize page or document’ (such asa map) Whlch was 100 large to be
' scanned into the ECFS systam. : .

o Microfilm microfonn. oerta"In photographs or vldeotape

. 0Other matenals which, for one resson or another, could not be acanned _
lnto the ECFS system.

The actual dacument. page(s) of materials may be reviewed (EXCLUDING

CONFIDENTIAL DOCUMENTS) by oontad!ng an Information Technician atthe FCC
Reference Information Centers) at 445 12" Street, SW, Washington, DC, Room CY-A257.
Please note the applicable docket or rulemaking number, documenttype and any other - -

relevant information about the dowmnt in o:der to ensure speedy retrieval by the
lnfonnatlon Technician. - . '
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STATE OF FLORIDA
FLORIDA PUBLIC SERVICE COMMISSION

REQUEST FOR PROPOSALS

TO PROVIDE
TELECOMMUNICATIONS RELAY SERVICE SYSTEM

IN

FLORIDA
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Florida Relay Service
Section A

REQUEST FOR PROPOSAL

A. ADMINISTRATIVE REQUIREMENTS AND PROCEDURES

1. TIssuing Entity and Point of Contact

This Request For Proposals (RFP) is issued by the Florida Public Service Commission
(FPSC). The FPSC’s Proposals Review Committee (PRC) Chairman is the sole point of contact
concerning this RFP and all communications must be made through the Chairman, Kevin Bloom.
Mailed correspondence must be addressed to Kevin Bloom, c/o Ms. Ann Cole, Director, Office
of Commission Clerk, Florida Public Service Commission, 2540 Shumard Oak Boulevard,
Tallahassee, FL 32399-0850 and should reference Docket No. 110013-TP. The PRC Chairman
can be contacted at 850/413-6526 and facsimile correspondence should be directed to 805/413-
6527. E-mail should be directed to the PRC Chairman at kbloom@psc.state.fl.us.

2. Purpose

The purpose of this RFP is for contracting for a Florida Relay Service (FRS) System that
meets the needs of the people of the state of Florida pursuant to the Telecommunications Access
System Act of 1991 (Chapter 427, Florida Statutes) and which satisfies or exceeds the relay
system certification requirements of the Federal Communications Commission under the
Americans with Disabilities Act. Bidders must comply with the requirements of both laws.

Section E, Table 1, contains a summary of the captioned telephone intrastate billable
minutes and TRS intrastate billable minutes provided by the current relay provider concerning
the Florida relay traffic for the months of October 2010 through September 2011. Section E,
Table 2, contains a summary of the Florida intrastate and interstate session minutes for the
months of October 2010 through September 2011. The bidder assumes all responsibility for the
accuracy of data from these reports and billable minute information in using them for bidding
purposes.

3. Other Applicable Laws/Legal Considerations

This RFP, and any resulting contract, shall be governed by the laws of the state of
Florida. The bidders and provider shall comply with applicable federal, state, and local laws and
regulations.

The contract shall be construed according to the laws of the state of Florida. Any legal
proceedings against any party relating to or arising out of the RFP or any resultant contract or
contractual relation shall be brought in state of Florida administrative or judicial forums. The
venue will be Leon County, Florida.

Pursuant to Rule 25-25.013, F.A.C., on multi-term contracts, this contract is subject to the
availability of funds.
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4. Scope

This RFP contains the instructions governing the proposal to be submitted and the
material to be included therein, mandatory administrative and operational requirements which a
bidder shall meet to be eligible for consideration, specific instructions for proposal submission,
and evaluation criteria.

5. FCC Authority to Provide Relay Services

The provider shall have the necessary FCC authority or only use, for relay service,
telecommunications providers that have the necessary FCC authority to provide interstate and
international service,

6. Definitions/Acronyms
The following terms, when used in this RFP, have the meaning shown below.

a. Abandoned Calls — Calls reaching the relay switch and terminated by the
caller before a communications assistant answers regardless of the amount of time
that has elapsed since the call reached the relay switch.

b. Administrator — A not-for-profit corporation incorporated pursuant to the
provisions of Chapter 617, Florida Statutes, and designated by the Florida Public
Service Commission to administer the telecommunications relay service system
and the distribution of specialized telecommunications devices [s. 427.703(1),
F.S.]

c. Advisory Committee — A group created by Section 427.706, F.S., and
consisting of up to ten individuals named by the FPSC for the purposes described
in Chapter 427, F.S.

d. Answer Time — The point in the progression of inbound calls at the relay
center when the communications assistant is ready to serve.

e. Billable Minutes — For the purpose of calculating and rendering bills to the
Administrator [Section 427.704(2), F.S.], billable minutes is the elapsed time
between the time the incoming call enters the FRS provider’s relay center switch
and the completion of relay service. Total session time shall be rounded to the
nearest one-tenth of a minute or less per session and the time for all call sessions
shall be added together for all incoming calls during the month to produce the
total billable minutes per month. The total of billable minutes for the month shall
be rounded to the nearest one-tenth of a minute. In a session which includes a
mix of intrastate toll or local calls and interstate or international calls, the time
associated with the interstate or international calls shall not be included in the
billable time for that call session.

f. Blocked calls — Calls reaching the 800 number network that do not terminate
by ringing a communications assistant position.
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g. Communications Assistant (CA) — A person who relays conversation to and
from users of a relay system.

h. Deaf — Having a permanent hearing loss and being unable to discriminate
speech sounds in verbal communication, with or without the assistance of
amplification devices.

i, Dual Sensory Loss — Having both a permanent hearing loss and a permanent
visual impairment and includes deaf/blindness.

j. Electronic Posting — The Florida Department of Management Service’s Vendor
Bid System website located at
http://myflorida.com/apps/vbs/vbs_www.main_menu.

k. FPSC - Florida Public Service Commission or Commission.
1. FRS - Florida Relay Service.

m. General Assistance Calls — Incoming calls to the CA that are not associated
with an outgoing relay call. Such calls may provide information about using relay
or other types of calls that are normally handled by customer service.

n. Hard of Hearing — Having a permanent hearing loss which is severe enough to
necessitate the use of amplification devices to discriminate speech sounds.

0. Hearing Loss or Hearing Disabled — Being deaf or hard of hearing and
includes dual sensory impairment.

p. Hearing Carry-Over (HCO) — A feature that allows people who are speech
disabled to use their hearing abilities to listen directly to their party. The CA
voices the typed responses from the HCO user to the hearing person, who then
speaks directly to the HCO user without CA interaction.

q. Incoming Call — An incoming call refers to the portion of the communications
connection from the calling party to the relay service center. An incoming TDD
call is a call originated by a TDD user. An incoming telephone call is a call
originated by a telephone user. An incoming call includes calls to the relay
service telephone number for completing a relay call as well as general assistance
calls.

r. Minor Irregularity — A variation from the request for proposal terms and
conditions which does not affect the price of the proposal, does not give the
bidder a significant advantage or benefit not enjoyed by other bidders, and does
not adversely impact the interests of the agency.

s. Outgoing Call — An outgoing call refers to the portion of the communications
connection from the relay service center to the called party. An outgoing TDD

452



Florida Relay Service
Section A

call is a call to a TDD user. An outgoing telephone call is a call to a telephone
user.

t. Provider — The entity with whom the FPSC contracts to provide Florida Relay
Service.

u. Proposals Review Committee (PRC) — The PRC consists of designated FPSC
staff and designated members of the Advisory Committee.

v. Session Minutes - Session minutes include the entire time that the relay call is
connected to the communication assistant, including the time used to set up the
call.

w. Speech Impaired or Speech Disabled — Having a permanent loss of verbal
communications ability which prohibits normal usage of a standard telephone set.
[Section 427.704(10, F.S.]

X. Speech to Speech (STS) — A service that enables a person with speech
disabilities to use relay service with his own voice or voice synthesizer, rather
than using a TDD. A specially trained CA functions as a human translator for
people with speech disabilities who have trouble being understood on the
telephone, The STS CA repeats the words of the speech disabled user to the other
party on the call.

y. Telecommunications Device for the Deaf (TDD or TTY) — A mechanism
which is connected to a standard telephone line, operated by means of a keyboard,
and used to transmit or receive signals through telephone lines. The term includes
mechanisms equipped with sight assisting devices such as a large print screen or
Braille printer and also includes computers. [Section 427.703(14), F.S.]

z. User — Includes either the calling or called party in a relay call,

aa. Video Relay — Video relay interpreting allows the caller, utilizing video
conferencing facilities, to use sign language to communicate with the CA who
voices the call to the hearing person at the receiving end.

bb. Voice Carry-Over — A feature that enables a user with a hearing disability to
utilize his useable speech for direct expression of voice communications and to
use the CA for conversion of the other user’s communications from voice to
TDD.

7. Key Dates

The following dates are target dates. The FPSC and the PRC Chairman reserve the right
to change the dates.
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TECHNICAL AND PRICE PROPOSAL

DUE DATE & TIME 3:00 p.m. EST .o December 22, 2011
Performance Bond DUE ........cc.cccoevvviimniiiiiericncii oo, Upon Execution of Contract
BEZIN SEIVICE..uiviitiiiviiiiciiie ettt et ettt et entess st a st e e st June 1, 2012

8. Restrictions on Communications

From the issue date of this RFP until the staff recommendation on the award of the
contract is filed in the docket file bidders are not to communicate with any FPSC Commissioner,
staff member, or Advisory Committee member regarding this RFP except for:

a. Written correspondence to or from the PRC Chairman for clarifying
questions only regarding the Commission-approved RFP. No changes to the
Commission-approved RFP will be considered.

b. Oral discussions at an oral interview or site visit pursuant to Section A 17.

After the recommendation for award is filed, there will be no oral or written communication with
FPSC staff, including the PRC Chairman, or any member of the Commission concerning the
RFP. Written correspondence submitted to the docket file for the sole purpose of identifying a
mathematical error will be reviewed by appropriate FPSC staff.

For violation of this provision, the FPSC reserves the right to reject the proposal.

9. Modifications, Withdrawals, and Late Proposals

Proposals may only be modified or withdrawn by the bidder up to the established filing
date and time. It is the responsibility of the bidder to ensure that the proposal is received by the
Office of Commission Clerk on or before the proposal due date and time. Both the technical and
price proposals must be filed by December 22, 2011, at 3:00 p.m. eastern time. Late proposals
will not be accepted.

10. Bidding Costs

Neither the FPSC, nor the FRS system, is liable for any costs incurred by a bidder in
conjunction with development of its bid.

11. Rejection of Proposals, Correction of Errors

The PRC Chairman and the FPSC reserve the right to reject any or all proposals when in
the public interest. The PRC Chairman and the FPSC also reserve the right to accept proposals
despite minor irregularities and to allow a bidder to correct such minor irregularities upon
notification by the PRC chairman.

12. Public Availability of Proposals, News Releases and Public Announcements
The Technical proposals will each be made available to the general public within (10)

days after each is opened. The price proposals will not be opened until after the technical

10

454



Florida Relay Service
Section A

proposals have been evaluated. Such price proposals will be made available after the staff
recommendation for award is filed. The FPSC may issue press releases or public announcements
concerning filed proposals or the bid process.

13. Protests

Failure to file a protest of either the RFP or the letter of intent within the time prescribed
in subsection 120.57(3), Florida Statutes, shall constitute a waiver of proceedings under Chapter
120, Florida Statutes.

14. Letter of Intent/Notification to Bidders

Upon selection of a potential provider by the Commission, the Commission will issue a
letter of intent to the potential provider. The electronic posting of the Notice of Intent to Award
is the point of entry to protest the award pursuant to Section 120.57(3), Florida Statutes. A
contract shall be completed and signed by all parties concerned within thirty (30) days of mailing
the letter of intent. If this date is not met, through no fault of the FPSC, the FPSC may elect to
cancel the letter of intent and make the award to another bidder.

All bidders will receive a copy of the letter of intent by certified mail, return receipt
requested.

15. Award of Contract

The FPSC shall award the contract to the bidder whose proposal is the most advantageous
to the state, taking into account the following considerations in Section 427.704(3)(a), Florida
Statutes.

a. The appropriateness and accessibility of the proposed telecommunications
relay service for the citizens of the state, including persons who are deaf, hard of
hearing, or speech impaired.

b. The overall quality of the proposed telecommunications relay system.
c. The charges for the proposed telecommunications relay service system.

d. The ability and qualifications of the bidder to provide the proposed
telecommunications relay service system as outlined in the RFP.

e. Any proposed service enhancements and technological enhancements which
improve service without significantly increasing cost.

f.  Any proposed provision of assistance to deaf persons with special needs to
access the basic telecommunications system.

g. The ability to meet the proposed commencement date for the FRS.

h. All other factors listed in the RFP.

11
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16. Award Without Discussion

The FPSC reserves the right to make an award without discussion of proposals with the
bidder. Therefore, it is important that each technical and price proposal be submitted in the most
complete, understandable, and accurate manner possible.

17. Oral Interviews/Site Visits/ Written Data Request

Bidders may be asked to participate in oral interviews, respond to a written data request,
make their facilities available for a site inspection by the PRC or make their financial records
available for a FPSC audit. Such interviews, site visits, and/or audits will be at the bidder’s
expense except that the PRC will pay for its own expenses (transportation, meals, housing, etc.).
Bidders should come to oral interviews prepared to answer the PRC’s questions and the bidder’s
primary contact person (person signing the letter of transmittal accompanying the RFP or his
designee) shall be present at all meetings with the PRC or FPSC.

18. Contract Document

The successful bidder will be required to sign a contract which will include the following
elements.

a. The RFP.
b. The bidder’s Proposal in response to the RFP.

c. A document identifying any clarifications to the proposal and any unsolicited
items contained in the proposal and desired by the FPSC to be included in the
FRS.

All of the above items together will constitute a complete initial contract that will be
approved by the FPSC’s Executive Director on behalf of the FPSC.

19. Limited Liability

To the extent provided for in Section 427.707, Florida Statutes, the FPSC, its Advisory
Committee, and the PRC assume no liability with respect to the RFP, proposals, or any matters
related thereto unless there is malicious purpose or wanton and willful disregard of human rights,
safety, or property in the establishment, participation in or operation of the telecommunications
relay service. To the fullest extent permitted by law, all prospective service providers and their
assigns or successors by their participation in the RFP process, shall indemnify, save and hold
the FPSC and its employees and agents, including the Advisory Committee and PRC, free and
harmless from all suits, causes of action, debts, rights, judgments, claims, demands, accounts,
damages, costs, losses, and expenses of whatsoever kind in law or equity, known and unknown,
foreseen and unforeseen, arising from or out of the RFP and/or any subsequent acts related
thereto, including, but not limited to, the recommendation of a bidder to the FPSC and any action
brought by an unsuccessful bidder. This is a statutory requirement that will not be amended or
waived.
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20. Disclaimer

All information contained in the RFP, including any amendments and supplements
thereto, reflects the best and most accurate information available to the FPSC at the time of the
RFP preparation. No inaccuracies in such information shall constitute a basis for change of the
payments to the provider nor a basis for legal recovery of damages, either actual, consequential,
or punitive. Pursuant to Rule 25-25.013, F.A.C., on multi-term contracts, this contract is subject
to the availability of funds.

21. Cancellation/Availability of Funds

The FPSC shall have the right to unilaterally cancel, terminate, or suspend any ensuing
contract, in whole or in part, by giving the provider 60 calendar days written notice by certified
mail, return receipt requested, or in person with proof of delivery. If a breach of the contract by
the provider occurs, the FPSC will provide written notice to the provider, and allow 14 days to
cure the breach. If a breach of the contract is not cured within the 14 days, the FPSC may, by
written notice to the provider, terminate the contract upon 24 hours notice. The provisions
herein do not limit the FPSC’s right to remedies at law or to damages.

Pursuant to Rule 25-25.013, F.A.C., on multi-term contracts, this contract is subject to the
availability of funds.

22. Public Bidder Meetings and Proprietary/Confidential Information

Written requests for confidentiality shall be considered by the FPSC as described in
Chapter 364.183, Florida Statutes. Rule 25-22.006, Florida Administrative Code, should be

followed in making a request.

Meetings held between the FPSC or PRC and the bidder shall be open to the general
public. Should the need arise to discuss any confidential materials, the FPSC or PRC will
attempt to hold such a discussion by referring to the confidential material in a general way
without closing the meeting. All meetings with bidders will be transcribed.

All material submitted regarding this RFP becomes the property of the FPSC and subject
to Chapter 119, Florida Statutes, (Public Records Law). The PRC reserves the right to use any or
all information/material presented in reply to the RFP, subject to any confidentiality granted via
Chapter 364 and Chapter 427, Florida Statutes. Disqualification of a bidder does not eliminate
this right,

23. Non-Collusion

By submitting a proposal, the bidder affirms that the proposed bid prices have been
arrived at independently without collusion, consultation, or communications with any other
bidder or competitor, that the said bid prices were not disclosed by the bidder prior to filing with
the FPSC, and that no attempt was made by the bidder to induce any other person, partnership or
corporation, to submit or not submit a proposal.

13
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24. Changes in the Contract

Any change in the contract shall be accomplished by a formal written contract
amendment signed by the authorized representatives of both the FPSC and the provider. No
other document or oral communications shall be construed as an amendment to the contract.

25. Conflict of Interest

The award hereunder is subject to the provisions of Chapter 112, Florida Statutes, (Public
Officers and Employees). All bidders shall disclose with their bid the name of any officer,
director, or agent, who is also an employee of the state of Florida, or any of its agencies. Further,
all bidders shall disclose the name of any state employee who owns, directly or indirectly, an
interest of five percent or more in the bidder’s firm or any of its branches.

26. Minority Business

It is the policy of the Commission to encourage participation by minority business
enterprises (as defined in Section 287.012, Florida Statutes) in Commission contracts. If two
identical bids/proposals to an invitation for bids or request for proposals are received and one
response is from a minority owned company, the Commission shall enter into a contract with the
minority owned company. If applicable, the bidder should include in its proposal evidence that it
qualifies for the definition of a minority business.

14
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B. THE SERVICE TQ BE PROVIDED

1. Overview

This section of the RFP lists and describes the specific basic features of the relay service
required to be provided. At the end of this section, the FPSC also requests the bidder to
comment on (and in its price proposal, propose a price separate from the price for basic service
for) the provision of optional services which are not required to be provided.

2. Commencement Date

The commencement date for the service is June 1, 2012. Bidders shall provide a work
schedule showing how they can meet that deadline and shall provide a statement that they can
provide the complete service by that date.

3. Term of Contract

Service shall begin on June 1, 2012. The term of the contract will be an initial three year
period. Upon mutual agreement between the FPSC and the provider, the contract may allow for
the term to be extended for up to four additional one year periods. The provider shall notify the
Florida Public Service Commission of its desire to extend service by June 1 the year before the
current service period expires. For example, if the contract service period is due to expire on
May 31, 2015, the provider should notify the FPSC by June 1, 2014, that it desires a one year
extension of service.

4. Scope of Service

The relay service shall be designed to provide the means by which a deaf, hard of
hearing, speech, or dual sensory impaired person using a TTY can communicate over the
existing telecommunications network with a non-TTY user (and vice-versa) through the use of
the relay system. The service shall also provide other telecommunications services to persons
with hearing and speech disabilities as further described below.

The FPSC is interested in providing a relay service that is as cost efficient as possible
while at the same time providing a service as equivalent to standard telecommunications service
as possible.

5. Access Numbers

There shall be a single access number for TDD users, a single access number for voice
users, a single access number for ASCII users, and a single access number for Spanish users.
The TDD access number shall be 800/955-8771, the voice access number shall be 800/955-8770,
and the ASCII access number shall be 800/955-1339. The Spanish access number shall be
877/955-8773. The provider must request FPSC authority to use additional numbers for relay
access (e.g. STS, other foreign languages, etc.). If a caller calls the wrong access number, the
system shall process the call without requiring the caller to redial.

Access shall also be provided via “711” which shall point to the 800/955-8770 number.

15
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6. Availability of the System to Users

The service shall be designed to relay local, intrastate, interstate, and international calls
that originate or terminate in Florida. Relay service shall be available 24 hours per day every
day of the year.

No restrictions shall be placed on the length or number of calls placed by customers
through the relay center.

7. Minimum CA Qualifications/Testing

The provider shall adequately supervise and train its employees to always be courteous,
considerate, and efficient in their contact and dealings with its customers and the public in
general, and shall conduct periodic evaluations to ensure that courteous service is being
rendered.

Bidders shall specify how they plan to demonstrate that CAs meet all necessary
proficiency requirements. CAs shall be able to quickly and accurately type TDD relay messages.
The provider shall use valid, unbiased tests for CAs on subjects including, but not limited to:

a. Competent skills in typing, grammar, spelling, interpretation of typewritten
American Sign Language (ASL), and familiarity with hearing and speech
disability cultures, languages and etiquette. CAs must possess clear and articulate
voice communications.

b. A high school diploma or grade equivalent diploma. In addition, each
candidate shall pass a high school level English comprehension and grammar test
before being considered for employment.

c. A minimum typing speed of 60 words per minute (wpm) on live relay calls.
Technological aids may be used to reach the required typing speed. The method
to be used to determine the typing speed is as follows, Start timing the CA when
the CA begins to type the message to the TTY user. Count the number of
characters including spaces and divide that number by five to determine the

- number of words per minute. It shall be the objective of the provider to test each
CA at least once yearly. If a CA does not meet the 60 wpm requirement, the CA
shall be taken off of live relay calls until further training and compliance can be
accomplished.

d. Ethics, e.g., how a CA deals with situations he may encounter.
e. Confidentiality.

Any person who has not passed these tests shall not be utilized as a CA.
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8. CA Training

Each bidder shall demonstrate in its proposal how ongoing CA training will be provided
by including with its proposal an outline of a proposed CA training plan. The provisions for CA
training shall include, but not be limited to, an understanding of limited written English and
ASL, deaf culture, needs of hearing and speech disabled and dual sensory impaired users, ability
to speak in a tone of voice consistent with the intent and mood of the conversation, operation of
relay telecommunications equipment, how to handle hearing and Voice Carry-Over, ethics,
confidentiality and other requirements of the provider’s operating policies and procedures.
Training shall include both simulated and live on-line call handling.

9. Staff Training

All relay center staff, including management, shall receive training in ASL, deaf culture,
needs of hearing, speech and dual sensory impaired users, and ethics and confidentiality. Each
proposal should include an outline of a staff training plan indicating training topics and time
frames as well as explaining how individuals or organizations (such as deaf service centers, state
agencies, Florida Telecommunications Relay, Inc., universities, etc.) representing the hearing
and speech impaired community would be used to assist with the training.

10. Counseling of CAs and Staff

Bidders are required to outline a program for counseling and support that will help CAs
and staff deal with the emotional aspects of relaying calls. Those providing this staff support
shall have training in dealing with the emotional aspects of handling relay calls. However, in
counseling sessions, the CA shall not give to the support person the names of callers involved.
The counseling support system shall follow the confidentiality provisions of this RFP.

11. Procedures for Relaying Communications

The system shall be designed to convey the full content of the communications. Unless
requested otherwise by a user, the CA shall relay all calls according to the following procedures.

a. The CA is to be identified by a number (not name) followed by “M” if male
and “F” if female. The provider shall establish a method which will allow
identification of the CA in the event a complaint is filed or a user wants to praise
the work of the CA.

b. The user shall be kept informed on the status of the call, such as dialing,
ringing, busy, disconnected, or on hold throughout the call session. The system
shall provide feedback to callers on the call status within 10 seconds after a caller
has provided the number to call and continue to provide feedback until the call is
answered.

c. All users shall have the option of telling the CA how to greet the called party
and what aspects of the call that he/she will handle. For example, the TDD user
may voice the call (voice Carry-Over), rather than have the CA do it or the caller
may ask that relay be explained as soon as someone answers the call.
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d. When the call is first answered, and at all times during the conversation, the
system shall type to the TDD user or verbalize to the non-TDD user verbatim
what is said or typed unless the relay user specifically requests summarization. If
the CA summarizes the conversation, the CA shall inform both parties that the
call is being summarized.

e. When the CA is asked to explain relay to a user, the CA shall express the term
“explaining relay” to the other user on the call to let them know what is
happening rather than transmitting all of the explanation.

f.  When speaking for the TDD user, the CA shall adopt a conversational tone of
voice appropriate to the type of call being made and conveying the intent and
mood of the message. The CA shall also indicate identifiable emotions by typing
those in parentheses, (e.g., he’s laughing, he’s crying). Any identifiable
background noises shall be relayed to the TDD user in parentheses. The CA shall
identify to the TDD user, if identifiable, the gender of voice users when they first
come on the line. All of the above should be done automatically unless the user
asks that it not be done.

g. CAs shall indicate to the user, if known, if another person comes on the line.

h. All comments directed to either party by the CA or to the CA by either party
shall be relayed. These comments shall be typed in parentheses. However,
comments between the CA and a relay user at the beginning of a call which deal
with billing information need not be relayed to the other user.

i. CAs shall verify spelling of unfamiliar proper nouns, numbers, addresses,
information about drug prescriptions and other unfamiliar words that are spoken
and are to be relayed.

j. CAs shall stay on the line for a minimum of ten (10) minutes before allowing
a change in CAs. For STS calls, the CA must stay on the line a minimum of
fifteen (15) minutes. If a user requests that the same CA be used during the entire
conversation, the system shall comply whenever possible until both parties have
terminated the call.

k. CAs shall not counsel, offer advice, or interject personal opinions or
additional information into any relay call. This also means the CAs shall not
make any value judgments on the profanity or obscenity or legality of any
messages. Furthermore, the CAs shall not hold personal conversations with
anyone calling the system.

1. Users shall not be required to give their names or the name of the party they
are calling, unless needed for billing.

m. The system shall transmit conversations between TTY and voice callers in
real time.
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n. For each incoming call, the CA shall without delay make as many outgoing
calls as requested by the caller.

o. If a user requests that a CA of a specific gender be used, the provider shall
make best efforts to accommodate the request when a call is initiated and at the
time the call is transferred to another CA.

p. The provider shall provide a customer profile database. Such data may not be
used for any purpose other than to connect the TRS user with the called parties
desired by that TRS user. Such information shall not be sold, distributed, shared
or revealed in any other way by the relay center or its employees, unless
compelled to do so by lawful order.

12. Languages Served

At all times, the provider shall make available CAs with the capability to provide relay
service to users who use either English, Spanish, or ASL on their relay call. Translation from
one language to another is not required.

13. Additional Languages Served

The provider will not be required to serve languages other than English, Spanish, or ASL.
However, additional evaluation points may be given for proposals that include how the provider
would handle relay calls using one or more additional languages (e.g. French, or Haitian Creole,
etc.). Additional languages should be identified.

14. Shift Advisor/Consultant

On each shift the provider shall employ in the relay center at least one person who is
highly knowledgeable of ASL in order to serve as an advisor/consultant to assist CAs in
understanding the intent of messages and properly communicating the full content of
communication.

15. Confidentiality of Calls

As required by Section 427.704(1)(c), Florida Statutes, all calls shall be totally
confidential; no written or electronic script shall be kept beyond the duration of the call. CAs
and supervisory personnel shall not reveal information about the content of any call and, except
for the minimum necessary for billing, complaint processing, statistical reporting or training
purposes as further described in this RFP, shall not reveal any information about a call. CAs and
supervisory personnel shall be required to sign a pledge of confidentiality promising not to
disclose the identity of any callers (except for the reasons discussed in this section) or any
information learned during the course of relaying calls, either during the period of employment
as a CA or after termination of employment.

a. When training new CAs by the method of sharing past experience, trainers
shall not reveal any of the following information:
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(1) Names of the parties on the call.
(2) Originating or terminating points of specific calls.
(3) Specifics of the information conveyed.

b. CAs shall not discuss, even among themselves or their supervisors, any names
or specifics of any relay call, except as necessary in instances of resolving
complaints, bill processing, emergencies, or for training purposes. CAs may
discuss a general situation with which they need assistance in order to clarify how
to process a particular type of relay call. CAs should be trained to ask questions
about procedures without revealing names or specific information that will
identify the caller.

c. Watching or listening to actual calls by anyone other than the CA is prohibited
except for training or monitoring purposes or other purposes specifically
authorized by the Commission. FPSC staff shall be permitted to observe live calls
for monitoring purposes, but shall also comply with the confidentiality provisions
above.

d. A copy of the Confidentiality Policy shall be provided to a user upon request
and at no cost.

16. Types of Calls to be Provided:

a. Text-to-voice/voice-to-text.  The provider shall transmit conversations
between TTY and voice callers in real time.

b. Voice carry-over (VCQO), two-line VCO, VCO-to-TTY, and VCO-to-VCO.

¢. Hearing carry-over (HCO), two-line HCO, HCO-to-TTY, HCO-to-HCO and
Captioned Telephone or its equivalent service.

17. Call Release Functionality.

Call release functionality is a feature that allows the CA to sign-off or “release” from the
telephone line after the CA has set up a telephone call between the originating TTY caller and a
called TTY party, such as when a TTY user must go through a TRS facility to contact another
TTY user because the called TTY party can only be reached through a voice-only interface, such
as a switchboard.

The provider shall also immediately release a call when a TTY user using the relay
system is inactive for more than thirty (30) seconds.

18. Speed dialing.

A feature that allows a TRS user to place a call using a stored number maintained by the
TRS facility. In the context of TRS, speed dialing allows a TRS user to give the CA a “short-
hand” name or number for the user’s most frequently called telephone numbers.
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19. Three-Way Calling Functionality.

A feature that allows more than two parties to be on the telephone line at the same time
with the CA.

20. Voicemail and Interactive Menus

CAs must alert the TRS user of the presence of a recorded message and interactive menus
through a hot key on the CA’s terminal. The hot key will send text from the CA to the
consumer’s TTY indicating that a recording or interactive menu has been encountered. Relay
providers shall electronically capture recorded messages and retain them for the length of the
call. The provider may not impose any charges for additional calls, which must be made by the
relay user in order to complete calls involving recorded or interactive messages.

The bidder shall explain how messages will be left on or retrieved from answering
machines and how interaction with voice response units will be accomplished. The bidder
should explain how any access code used to retrieve messages will be confidentially handled.

The bidder should explain if and how messages will be retrieved from an answering
machine if the originating party calling the relay center is at the same location as the answering
machine. For example, if a person is at home and cannot retrieve his messages from his own
answering machine, how will the relay center accomplish retrieving the message and relaying the
information to the deaf or hard of hearing person when only one telephone line exists to the
residence?

21. Voice and Hearing Carry-Over

The provider shall provide both voice and hearing Carry-Over upon request of the user.
A TDD user may request voice Carry-Over (VCO) which will allow hinvher to speak directly to
the telephone user and receive the message typed back on the TDD. In addition, a TDD user
may request hearing Carry-Over (HCO) which will enable the TDD user to directly hear what
the telephone user is saying and type back his/her message, which will be spoken by the
operator.

As part of its proposal, the bidder should describe in detail how incoming 2-line VCO
calls will be handled. As part of its proposal the bidder should also describe in detail how
outgoing 2-line VCO calls will be handled.

The provider shall make provision for two persons who have a hearing loss to speak for
themselves by means of Voice Carry-Over to Voice Carry-Over (VCO to VCO) and for two
persons who are speech disabled to hear for themselves by means of Hearing Carry-Over to
Hearing Carry-Over (HCO to HCO).

22. Captioned Telephone Voice Carry-Over

The provider shall provide as part of its proposal a description of how Captioned
Telephone or its equivalent service will be provided, including 2-line captioned service. If an
equivalent service is provided, it must be compatible with the existing Captioned Telephone
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telephones currently in use by end users. The provider shall price the Captioned Telephone
service separately from other relay services in its price proposal. No roaming or guest options
are to be allowed.

23. Turbocode™

The provider shall provide Turbocode™, or its functionally equivalent, service that
allows the relay user to interrupt the CA or other TDD user as part of the basic relay system.

Pricing for this service shall be included in the basic relay price in the bidder’s price
proposal.

24. Speech to Speech

The provider must offer Speech to Speech (STS) users the option to maintain at the relay
center a list of names and telephone numbers which the STS user calls. When the STS user
requests one of these names, the CA shall just repeat the name and state the telephone number to
the STS user. This information must be transferred to any new STS provider.

Pricing for STS service shall be included in the basic relay service price in the bidder’s
price proposal.

25. Access to Pay Per Call Services ( i.e. 900/976)
The provider shall provide access to pay per call services such as 900/976 numbers.

The bidder should explain how it will provide relay service users with access to pay per
call services. Bidders are to describe how such access can be provided, how callers can
disconnect without being charged and a methodology for billing the user directly for any charges
incurred from the pay per call service. The bidder should describe how it would deal with denied
pay per call calls and high bill complaints for 900/976 calls. Before placing the call, the CA
shall advise the caller that there will be a charge for the call.

The bidder shall explain in the proposal how interstate and intrastate pay per call charges
shall be separated for end user payment purposes.

26. Caller ID

When a TRS facility is able to transmit any calling party identifying information to the
public network, the provider must pass through, to the called party, at least one of the following:
The number of the TRS facility, 711, or the 10-digit number of the calling party.

27. Last Number Redial

Last Number Redial would allow the caller to have the system dial the last number called
via relay without the caller having to give the number to the CA.
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28. Obscenity Directed at the Operator

CAs do not have to tolerate obscenity directed at them. A proposal should specify how
the provider will handle these situations.

29. Emergency Calls

The provider must use a system for incoming emergency calls that, at a minimum,
automatically and immediately transfers the caller to an appropriate Public Safety Answering
Point (PSAP). An appropriate PSAP is either a PSAP that the caller would have reached if he
had dialed 911 directly, or a PSAP that is capable of enabling the dispatch of emergency services
to the caller in an expeditious manner. In addition, a CA must pass along the caller’s telephone
number to the PSAP when a caller disconnects before being connected to emergency services.

30. Blockage

The provider is responsible for ensuring that 99 percent of all calls reaching the
provider’s relay center per day are either answered or continue to receive a ringing signal. Calls
that are blocked must receive a network blockage signal of 120 interruptions per minute.

31. Answer Time

The provider is responsible for answering, except during network failure, 85% of all calls
daily within 10 seconds by any method which results in the caller’s call immediately being
placed, not put in a queue or on hold, of reaching the relay switch. Elapsed time is calculated
from the time inbound calls reach the relay switch. In calculating the percentage of calls meeting
the answer time standard, the numerator shall be the total number of calls per day that are
answered (with a CA ready to serve) in 10 seconds or less. The denominator shall be the total
number of calls per day reaching the relay switch. Answer time shall not be reported as an
average speed of answer or by using a weighted service level.

32. Equipment Compatibility

It is necessary for the system to be capable of receiving and transmitting in both Baudot
and ASCII codes as well as voice. It is also required that the relay system be capable of
automatically identifying incoming TDD signals as either Baudot or ASCII. All equipment shall
be compatible with the basic protocol of TDDs distributed in Florida through the Administrator.

33. Transmission Levels

Transmission levels must be maintained within industry standards as outlined in the
American National Standards Institute — Network Performance — Switched Exchange Access
Network Transmission specifications (ANSI T1.506-1997). The provider must provide updates
to those standards as amended by ANSI during the term of the contract and must meet the
amended standards.
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34. Measuring Equipment Accuracy

Every meter, recording and ticketing device used to capture call details for billing
subscribers or the FPSC/Administrator as well as for providing traffic information shall be tested
prior to its installation and shall be accurate 97 percent of the time to within a one second grace
period. All equipment shall be maintained in a good state of repair consistent with safety and
adequate service performance. Quarterly testing of the measuring equipment accuracy shall be
performed by the provider and files should be maintained for the duration of the contract for
FPSC review upon request.

35. Emergency Operations and Uninterruptible Power

In addition to a minimum of thirty (30) minutes battery capacity sufficient to operate each
relay center processing Florida relay traffic at busy season busy hour load, each relay center shall
have installed emergency power generating equipment capable of maintaining the relay centers’
operations. The uninterruptible power system shall support the switch system and its
peripherals, switch room environmental (air conditioning, fire suppression system, emergency
lights and system alarms), operator consoles/terminals, operator worksite emergency lights, and
Call Detail Record recording. Provisions shall be made to meet emergencies resulting from
failure of power service, sudden and prolonged increases in traffic, storms, lightning, etc.
Employees shall be instructed as to the procedures to be followed in the event of emergency in
order to prevent or mitigate interruption or impairment of relay service.

The bidder shall describe its plan for dealing with all types of natural and man-made
problems (e.g., hurricanes, lightning strikes, fires, etc.) which either isolate the relay center and
prevent calls from reaching the center or cause the center to be unable to operate. In addition,
the plan should detail the steps which will be taken to deal with the problem and restore relay
service.

The provider shall inform the contract manager of any major interruptions to the
operation of the relay center extending beyond five minutes duration. The contract manager
shall also be informed when it becomes known to the relay center that any portion of the state is
isolated for more than five minutes from the relay center. The provider shall also provide a
written (or e-mail) report to the contract manager after restoration of service.

Although it is not mandatory, the FPSC urges the provider to subscribe qualifying
facilities for priority restoration under the Telecommunications Service Priority Program.

36. Intercept Messages
Appropriate intercept messages shall be provided if a system failure occurs.
37. Service Expansion
The bidder shall show the capability of expanding services in response to increasing
demand. The bidder shall develop and illustrate in its proposal a detailed plan of how this

expansion will be accomplished. The plan shall include, but not be limited to, trunking capacity,
CA workstations, personnel staffing, and equipment capacity. The plan shall also indicate how
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any time lag shall be avoided to meet any increased call volume. The above plans shall allow the
provider to be able to maintain all standards listed in the RFP.

38. New Technology

The users should be allowed to benefit from advancing technology. The bidder should
keep abreast of technological changes in the provision of relay service to inform the FPSC and
Administrator when new enhancements are available and at what price, and to provide the FPSC
the opportunity to purchase such enhancements or upgrades to the service.

39. Consumer Input and Participation in Advisory Committee and FPSC
Proceedings

The telephone users shall have input on the quality of the delivery of service. Bidders
shall develop a plan to include the Commission and its Advisory Committee in any evaluation of
the system. A bidder shall not include travel or per diem costs of the FPSC or its Advisory
Committee in its bid price since those costs will be funded by the State. An outline of this plan
shall be included with the bidder’s proposal. The plan should explain methods for consumer
input and how the recommendations from these evaluations will be incorporated into the policies
of the relay center. This does not preclude the provider from conducting additional internal
evaluations which use relay staff. The results of any service quality evaluation shall be reported
to the FPSC office within 15 calendar days after the last month in each quarter.

Bidders are encouraged to include in the consumer input plan, methods for working with
organizations serving individuals with hearing and speech loss statewide to conduct periodic
community forums. The community forums shall be for the purpose of gaining user input on the
quality of relay service and for responding to user questions and problems on use of the relay
service. The community forums shall be planned and conducted in conjunction with
organizations serving people with hearing and speech loss.

The provider shall participate in all meetings of the Advisory Committee and all FPSC
workshops and hearings relating to relay service unless excused by the contract manager.

40. Complaint Resolution

The provider shall establish procedures regarding complaints, inquiries, and comments
regarding system services and personnel. The provider shall ensure that any caller to the relay
center having a complaint will be able to reach a supervisor or administrator while still online
during a relay call. All complaints received by supervisors, or in writing, shall be documented,
including their resolution, and kept on file and available to the Commission upon request. In
addition, the relay center shall have a toll-free Customer Services telephone number available
and accessible to the public statewide for the purpose of reporting service or other deficiencies.
Records of such reports and copies of written reports regarding service or other deficiencies shall
be maintained for the life of the contract and for twelve (12) months after conclusion of the
contract period. This record shall include the name and/or address of the complainant, the date
and time received, the CA identification number, the nature of the complaint, the result of any
investigation, the disposition of the complaint and the date of such disposition. Each signed
letter of complaint shall be acknowledged in writing or by contact by a representative of the
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provider. The necessary replies to inquiries propounded by the Commission’s staff concerning
service or other complaints received by the Commission shall be furnished in writing within
fifteen (15) days from the date of the Commission inquiry.

A complaint log compliant with the FCC reporting requirements shall be provided to the
FPSC’s contract manager in a timely manner for filing with the FCC.

41. Charges for Incoming Calls

The provider shall make no charge to the users for making calls (incoming) to the relay
service.

42. Billing Arrangements

The provider shall bill for charges for collect calls, person-to-person calls, calls to or
from hotel rooms and pay telephones, and calls charged to a third party. The provider shall also
arrange for billing to any industry standard local exchange or competitive local exchange
company calling card. For calls billed by or on behalf of the provider, the bidder shall include a
complete description of how users will be billed for all calls. This description shall include the
bidder’s procedures for obtaining billing information from the local exchange and competitive
local exchange companies, whether the billing will be performed directly by the provider itself or
contracted, specific credit cards or telephone calling cards to which calls can be billed, and a
sample bill format. The bidder shall also explain how it will respond to customer inquiries about
erroneous bills and how credits will be issued or refunds made.

43. End User Billing for Intrastate Calls

Intrastate toll calls placed through the relay system and billed by or on behalf of the
provider shall be billed to the voice or TDD caller at 50 percent of the provider’s rate for non-
relay calls. An additional 10 percent discount (60 percent total discount) shall apply to calls to or
from the dual-sensory impaired; the provider shall develop a system for identifying such users
and applying the discount to their calls. Timing for timed intrastate call billing shall begin when
the relay operator advises a party to proceed with the call and shall not include any initial time by
the operator to explain how relay service works.

The bidder shall explain how its discount toll plan subscribers would be billed for relayed
calls billed by or on behalf of the provider. For example, if a bidder offers a discount for over
five hours of usage per month, the bidder should explain how a subscriber to that service would
be billed for any relay calls made during the month.

The provider shall not charge the end user more for non-message toll relay calling than
would be charged for the same call if billed by the end user’s local exchange or competitive local
exchange company. The provider can accomplish this by obtaining necessary billing
information about the end user’s local company in order to ensure that it does not bill in excess
of those rates (e.g., extended area service calls, extended calling service calls, etc.).

In the alternative, the provider can collect necessary billing information and turn that
billing information over to the end user’s local company so that the end user’s local company can
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bill for relay calls under the local company’s rates. If this alternative approach is taken, the
provider shall submit the billing information to the local company in an industry standard format
and the provider shall incur whatever costs are required to correctly format the billing
information so that the local company can bill the calls.

Of the two approaches described above, the bidder should indicate how it will initially
bill calls and the provider shall advise the FPSC’s contract manager whenever it changes billing
methodologies.

44. Relaying Interstate and International Calls

The provider shall be required to relay interstate and international calls that originate or
terminate in Florida. The provider shall not include in its bill for Florida relay service any
charges or time associated with interstate or international calls.

If relayed interstate or international calls are to be billed by the provider to the end user at
a rate higher than the rate for a non-relay call, the provider shall quote the rate to the party to be
billed before beginning the call. The bidder should indicate how its rate for interstate and
international calls will compare to the rate for non-relay calls and whether any discounts or
additional charges will apply to interstate and international relay calls.

45, End User Selection of Carrier

The provider shall allow a caller to select an available interexchange company other than
the provider for completion of toll calls and billing purposes. The provider must meet current
and subsequent requirements of the Network Interconnection Interoperability forum for handling
end user requests for a carrier other than the provider. The bidder should include a copy of the
current standard along with its proposal and the provider shall provide to the FPSC any
subsequent updates in the standard as soon as they are adopted.

46. Recipient of Toll Revenues

The relay provider or its underlying telecommunications provider shall be allowed to
retain the toll revenues for all long distance calls billed by or on behalf of the relay provider or
its underlying telecommunications provider.

47. Long Distance Call Billing

Operator handled calls shall be carefully supervised and disconnects made promptly. A
check of the timing clock shall be made at least once each twenty-four (24) hours to ensure that
the clocks are synchronized and that the time is correct. Clock deviations shall not be in excess
of 12 seconds. Bidders shall specify the record system for identifying and documenting long
distance and toll calls for billing purposes. The record shall contain, at a minimum, the
following information:

a. Télephone number or credit card number to be billed (NPA-prefix-line
number)
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b. Originating and terminating telephone number (NPA-prefix-line number)

c. Originating and terminating exchange name

d. Date

e. Start time

f. Call duration to the full second (the time in between start time and end time)

Long distance calls billed to subscribers shall be listed chronologically and reflect the
connect time of such calls based on the appropriate time zone. Bidders shall also fully describe
the billing system and billing process that will be used, including identification of any
subcontractors, specific duties of the subcontractors, and how the billing record detail will be
transmitted to the billing agent (if any).

48. Special Needs

The provider is not required to provide Special Needs services. However, consideration
will be given for additional evaluation points for proposals that include Special Need services
(beyond any other services for basic relay described elsewhere in their RFP) as a part of the basic
relay service.

Special Needs is defined as limiting factors of a physical or literacy nature that preclude a
person who is hearing, speech or dual-sensory (both hearing and visually impaired) disabled
from using basic relay service. Special Needs includes: (1) physical limitations, either
temporary or permanent, which preclude use of a TDD with or without adaptations for persons
with manual dexterity limitations (e.g., paralysis, severe arthritis, broken fingers) and (2)
markedly limited ability either to read or write English or Spanish which precludes the user from
being able to use the relay service. (It should be understood that relay service does not include
translation from one language to another for the Special Needs population or for any other
consumers). Special Needs does not include: (1) unavailability of telephone service at the
caller’s home or business, (2) inability to communicate in either English or Spanish (i.e., where
caller can only communicate in a language other than English or Spanish), or (3) handling
complex calls (e.g., intervening in a call with a doctor to explain a medical procedure).

The bidder shall describe what steps will be taken to provide telecommunications
assistance te persons with hearing, speech and dual-sensory impairments who have special
needs. This description shall include the types of services that would be provided, the prices to
end users (if any) for those services, how those services would operationally be provided, how
parties other than the provider would be involved in providing Special Needs services and how
the provider would assure that those parties would fulfill their portion of the service obligation.

49. Unsolicited Features in Basic Relay Service

The bidder will not be required to provide unsolicited features in its basic relay service.
However, consideration will be given for additional evaluation points for proposals that include
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unsolicited features. The cost to the state for these unsolicited features must be included within
the basic relay service price proposal.

Any additional features not described elsewhere in the RFP, and which the bidder is
including in its basic relay service and price proposal, which a bidder would like to propose
should be fully described indicating how the feature would work, how it would improve the
system, which users would benefit from the feature and any other information which would
allow the FPSC and PRC to evaluate the feature. Examples might include features such as:
video interpreting; use of speech synthesis equipment instead of a CA to convert text to speech;
use of voice recognition equipment instead of a CA to convert speech to text; or enhanced
transmission speed.

50. IP and Video Relay Service

If required by the FCC, the bidder shall be capable of providing Video Relay Service. If
required by the FCC, the bidder shall be capable of providing IP-Relay service.

51. Redundancy

Please provide information regarding redundant coverage offered nationally, such as the
number of call centers.

52. Performance Bond

The provider will be required to furnish an acceptable performance bond, certified or
cashiers check, or bank money order equal to the estimated total first year price of the contract.
The bond may be renewed annually and shall be in effect for the entire duration of the contract
and provided to the FPSC upon execution of the contract or upon request of the FPSC’s contract
manager,

To be acceptable to the FPSC as surety for performance bonds, a surety company shall
comply with the following provisions:

a. The surety company shall be admitted to do business in the state of Florida.

b. The surety company shall have been in business and have a record of
successful continuous operations for at least five (5) years.

c. The surety company shall have minimum Best’s Policy Holder Rating of A
and Required Financial Rating of VIII from Best’s Key Rating Guide.

d. A Florida Licensed Resident agent who holds a current Power of Attorney
from the surety company issuing the bond shall sign all bonds.

53. Submission of Monthly Invoice

By the 14™ calendar day of the month (or the subsequent business day if the 14™ falls on
a Saturday, Sunday, or holiday), the provider shall submit a detailed invoice (showing billable
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minutes and rates) to the Administrator (defined in Section 427.703(1)] at the contracted price
for the previous month’s activity. The accounting period used to prepare monthly invoices shall
be the calendar month. Payment shall not exceed the prices contained in the contract. The
invoice and supporting documentation shall be prepared in such a way as to allow the
Administrator or the FPSC to audit the invoice. A copy of the monthly invoice shall be
submitted to the contract manager at the same time it is submitted to the Administrator.

54. Travel

The provider will not be entitled to a separate payment from the FPSC or the
Administrator for any travel expenses which occurs as a result of this contract.

55. Reporting Requirements

The provider shall provide to the contract manager and the Administrator the following
written reports by the 25&" calendar day of each month reporting data for the previous month.
More frequent or more detailed reports shall also be provided upon request.

a. Total daily and monthly

(1) Number of incoming calls (separately stating whether incoming calls
originate as Baudot, ASCII or voice calls, and also separately stating
whether each type of call is English, Spanish, or other foreign language
calls). The number of incoming calls which are general assistance calls
shall be footnoted on the report.

(2) Number of incoming call minutes associated with each of the
categories of incoming calls in (a.1) above.

(3) Number of outgoing calls (provide two breakdowns of this total: one
separately stating completed calls and incomplete calls, and one separately
stating whether calls terminate as Baudot, ASCII or voice calls).

(4) Number and percentage of incoming Florida calls received at each
relay center handling Florida calls. Total should equal the number of
incoming calls in item (a.l) above.

b. Average daily and monthly blockage rate.

c. Daily answer times for the month and daily number and percent of incoming
calls answered within ten (10) seconds for the month.

d. Total daily and monthly number of outgoing calls (including both completed
and incomplete) of the following lengths:

(1)  0- 10 minutes

(2) >10—20 minutes
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(3) >20- 30 minutes
(4) > 30— 40 minutes
(5) > 40— 50 minutes
(6) > 50— 60 minutes
(7) > 60+ minutes

e. On a daily basis for the month, number of outgoing calls and average length
of calls by hour of day. (Total should equal total of (a.3).)

f. Number of outgoing local, intraLATA toll, intrastate interLATA, interstate
and international calls for the month. (Total should equal total of (a.3).)

g. Number of outgoing calls and average length of completed outgoing calls
originated by TDD users and voice users (identified separately). (Total number of
calls should equal total of (a.3).)

h. The provider shall provide monthly summary reports to the FPSC and the
Administrator regarding the number of complaints received categorized by topic
areas. The provider shall also provide a complaint summary to the FPSC in the
format necessary to submit to the FCC in compliance with §64.604(c)(ii), Code of
Federal Regulations by June 15 covering the previous 12 months of complaints
ending May 31 of that year.

i. The provider shall report monthly to the FPSC and the Administrator the
results of any user evaluations conducted.

j.  The provider shall report monthly on new subcontractors being used to assist

~ in providing relay service and shall identify the scope of their role in the process

and the relationship of the subcontractor to the provider.

k. By March 1, the provider shall provide to the Administrator and the contract
manager forecasted relay usage figures and costs to the Commission for the
upcoming fiscal year (July I — June 30).

l.  The provider shall report monthly on Captioned Telephone or its equivalent
service listing the daily answer time, minutes of use for international, interstate,

and intrastate; billable session minutes and service levels.

m. The provider shall submit the necessary documentation to the FPSC that
complies with the state certification requirements of 47 C.F.R § 64.605 when
required.

n. The provider shall provide reports to the FPSC as necessary to complete the
five-year re-certification of Florida Relay Service with the FCC.
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0. A provider opting to locate a call center in Florida shall file quarterly reports
with the FPSC’s contract manager demonstrating a minimum of 75 percent of
Florida relay traffic is handled by the Florida located center except when
emergency conditions exist at the Florida center.

The bidder shall include information on its capability and willingness to provide ad hoc
reports including new information in the bidder’s database or new formats for existing
information,

56. Liquidated Damages for Failure to Initiate Services on Time or to Provide
Contracted Services for the Life of the Contract

Implementation of the Florida Relay Service in a timely matter is essential. Failure by
the provider to implement the service by June 1, 2012, shall be considered a significant and
material breach of the provider’s commitment. For every day the service is delayed, the provider
shall pay to the Administrator, for deposit in its operating fund, the sum of $25,000 per day.

Liquidated damages shall accrue up to the following amounts per day for each violation.
a. For failure to meet answer time requirements - $5,000
b. For failure to meet, blockage rate or transmission level requirement - $5,000
c. For failure to meet complaint resolution requirement - $1,000
d. For failure to provide timely reports - $500

e. For failure to provide contracted services for the life of the contract, the FPSC
reserves the right to require the payment by the provider of liquidated
damages in the amount commensurate with the duration and extent of the
system deficiencies.

Any liquidated damages may be paid by means of the Administrator deducting the
amount of the liquidated damage from a monthly payment to the provider. Such action shall
only occur upon order of the FPSC.

57. Transfer to New Provider

When relay service is transferred to a new provider, the provider shall make every effort
to’ ensure that service is transferred to the new provider so that relay users do not experience an
interruption in service. The relay service and consumer service 800 or other telephone numbers
shall be made available to the new provider, with the new provider paying any costs associated
with transferring the numbers to the new provider. Provision of customer profile data to the
incoming provider shall be provided at least sixty (60) days prior to the outgoing provider’s last
day of service.
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58. Insurance Coverage

During the term of the contract, the provider shall provide insurance coverage for itself
and all of its employees used in connection with the performance of services under this
Agreement and ensure that all subcontractors shall be similarly covered as provided herein.
Such policies shall be issued by a financially sound carrier and/or carriers duly authorized to do
business in the State of Florida. Such insurance coverage shall hold the FPSC harmless from any
act, negligence or omission on the part of provider, its employees, agents or subcontractors and
their employees in the execution or performance of the obligations assumed hereunder. This
insurance will include Worker’s Compensation as required by law and comprehensive general
liability and bodily injury insurance in amounts no less than $1,000,000 per occurrence and
$2,000,000 general aggregate.

59. Optional Florida Call Center

Bidders may, at their option, elect to place a call center in Florida through which relay
traffic may be routed. Bidders proposing an optional call center shall maintain the call center
throughout the term of the contract. A minimum of 75 percent of Florida relay traffic shall be
handled by the Florida located center except when emergency conditions exist at the Florida
center. Percentage of traffic routed through the Florida relay call center shall be reported to the
FPSC’s contract manager on a quarterly basis. Bidders meeting the criteria for a Florida call
center will be awarded 100 points. Partial points will not be awarded in this category.
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C. TECHNICAL BID PROPOSAL FORMAT

1.

2.

Format

The bidder’s proposal should be organized in the same order as the items listed in
the checklist form in Section E except Signature of Acceptance items require no
response other than a signature on the checklist. Signing means that the item has
been reviewed and the bidder agrees to comply with the item. The person signing
should be the person in the bidder’s organization authorized to make the proposal.
For items for which points may be awarded, the bidder should explain how it will
provide the service described in the RFP. For pass/fail items, the bidder should
provide the information requested.

a. The original and fifteen (15) two-sided copies of the technical proposal should
be filed. The original and five (5) copies of the Price proposal should be filed,

b. The technical proposal should be contained in a three-ring binder indicating
the name of the bidder and indicating that the contents of the binder is the
technical bid proposal only. (The price proposal shall be submitted in a separate
sealed envelope — see Section D.)

c. Each page of the technical proposal should be numbered at the bottom center
of each page and each page should be consecutively numbered with no repetition
of page numbers, except attachments that can be numbered A-1, B-1, etc. For
example, there should only be one page 1, one page 50 and one page 500 in the
technical proposal. Page numbering should only be done in Arabic numerals with
no pages numbered with other characters such as 5.7, iii, 6-a, XIX, or similar
numbering systems, except attachments as described above.

d. In the top or bottom margin of each page, the name of the company should be
identified.

e. To the extent possible, all pages of the proposal should be on 8% x 11” white
paper. However, individual presentations which the bidder is unable to place on
an 842” x 11” page in a readable format may be presented on a larger page.

Transmittal Letter

““The transmittal letter on the original of the technical proposal should contain the original

-manual signature of the person submitting the proposal on behalf of the bidder. The technical

: proposal copies should also contain the typewritten signer’s name and title. The transmittal letter
shall clearly identify the complete legal name of the bidder. In the transmittal letter, the bidder
should state that it will comply with all requirements of the RFP. Any exceptions to the RFP’s
terms and conditions will result in disqualification from the bid process.

Each person signing a proposal certifies that he/she is the person in the bidder’s

organization authorized to make the proposal. The signer shall provide his/her affiliation with
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the bidder, address, telephone and facsimile numbers. If different from the person signing the
proposal, the transmittal letter shall identify the person or persons (name, title, mailing address,
e-mail address, telephone and facsimile number) authorized to make decisions or answer
questions related to the proposal and any subsequent contract.

3. Public Entity Crimes Provision

Pursuant to Section 287.133, Florida Statutes, a person or affiliate who is on the
convicted vendor list following a conviction for a public crime may not submit a bid on a
contract to provide any goods or services to a public entity. The person or affiliate may not be
awarded a contract or perform work as a contractor, supplier, subcontractor, or consultant under
a contract with any public entity and may not transact business with any public entity in excess
of the threshold amount provided for in Florida Statute 287.017 for Category Two ($11,000) for
a period of 36 months from the date of being placed on the convicted vendor list.

4. Financial Information

To allow the FPSC to evaluate the financial responsibility of the bidding company, the
following items shall be submitted with the proposal for the bidding company (and its parent
company, if applicable):

a. Audited financial statements (or a SEC 10K Report) for the most recent two
(2) years, including at a minimum:

(1) statement of income and related earnings,
(2) cash flow statement,
(3) balance sheet, and,
(4) opinion concerning financial statements from an outside CPA;
b. Primary Banking source letter of reference.
S. Experience and Customer References
For each state in which the bidder is providing relay service, the bidder shall indicate:
a. When the bidder began operating the system.
b. The number of outgoing calls for the most recent month.
c. The total duration of the contract.

If the bidder’s relay service in other states is available for testing by means of a number
that can be dialed from within Florida, the bidder should provide the telephone numbers that can
be used to dial the bidder’s relay service.
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The bidder shall provide the names of the contract administrator for the active contracts
requested above. Also provide a specific phone number and e-mail address for each contract
administrator. The FPSC will contact these administrators for customer references.

6. Subcontractors

If the bidder proposes to use subcontractors, the bidder shall identify those subcontractors
and indicate the scope of their role in the provision of relay service. The bidder should also
indicate what experience the subcontractor has in providing the service for which it would
contract with the provider.

7. Bid Security Deposit

A $500,000 bid security deposit shall be furnished to the FPSC with the original of the
proposal. The bid security deposit shall be in the form of a bond, a certified or cashier’s check,
or bank money order that is valid through at least May 15, 2012, and is payable to the Florida
Telecommunications Relay, Inc. The bid security deposit will be held without cashing.

If a bond is used, the bond shall be issued from a reliable surety company acceptable to
the FPSC, licensed to do business in the state of Florida and shall be signed by a Florida licensed
Resident Agent. Such a bond shall be accompanied by a duly authenticated Power of Attorney
evidencing that the person executing the bond on behalf of the surety had the authority to do so
on the date of the bond. Please clearly identify the expiration date of the bond, if a bond is
submitted as the bid security instrument.

The unsuccessful bidders® security deposits shall be returned, without interest, within
thirty (30) days after disqualification, withdrawal, or signing of the contract with the successful
bidder. The successful bidder’s bid security shall be returned, without interest, upon signing of
the contract and furnishing the Performance Bond as specified herein. If the successful bidder
fails to sign a contract within thirty (30) days after the Letter of Intent or fails to deliver the
Performance Bond as specified herein, the bid security shall be forfeited to the Florida
Telecommunications Access System Fund.

8. Check List of Proposal Content

As a part of the bidder’s proposal, the transmittal letter should be followed by the
evaluation checklist in Section E. In the blank beside each item on the checklist, except items
requiring a Signature of Acceptance, the company contact person who is responsible for the
proposal and any subsequent contract and who signs the transmittal letter should initial (not
check) each item in the check list which is contained within the proposal. The person initialing
the checklist should ensure that each item in the checklist is also contained in its proposal and in
the same order as the item appears in the checklist. The bidder should also indicate beside each
item in the checklist the page number in its proposal where the item in the checklist can be
found.

For items requiring a Signature of Acceptance, the same person should sign each item
indicating that the item has been reviewed and the bidder agrees to comply with the item.
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D. THE PRICE PROPOSAL FORMAT

Bidders shall submit their bids on the basis of a charge per billable minute for all services
described with the exception of Captioned Telephone in item B.22. The prices per billable
minute for Captioned Telephone in B.22 shall be separately stated. A format similar to that
shown below should be used for the price proposal.

NOTE: THE PRICE PROPOSAL SHALL BE FILED IN A SEPARATE SEALED
‘ENVELOPE MARKED: “SEALED - TO BE OPENED ONLY BY THE FPSC
PROPOSAL OPENING OFFICER”

SERVICE PRICE PER BILLABLE MINUTE

1. Basic Relay Service

Bid price should be on a flat rate basis per billable minute for all billable minutes and not
vary depending upon the volume of traffic. Existing contract price for intrastate basic relay
service 1s $0.89 per session minute.

2. Captioned Telephone

Bid price should be on a rate per billable minute for all billable minutes and may vary
depending upon the volume of traffic. Existing contract price for intrastate captioned telephone
service is $1.54 per session minute.
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BEFORE THE FLORIDA PUBLIC SERVICE COMMISSION

In re: Request for submission of proposals for | DOCKET NO. 040763-TP

relay service, beginning in June 2005, for the ORDER NO. PSC-12-0257-PAA-TP
hearing and speech impaired, and other ISSUED: May 25,2012
implementation matters in compliance with the
Florida Telecommunications Access System
Act of 1991.

The following Commissioners participated in the disposition of this matter:

RONALD A. BRISE, Chairman
LISA POLAK EDGAR
ART GRAHAM
EDUARDO E. BALBIS
JULIE I. BROWN

NOTICE OF PROPOSED AGENCY ACTION
ORDER APPROVING FTRI'S 2012-2013 BUDGET AND
MAINTAINING $0.11 SURCHARGE, PER MONTH
FOR TELECOMMUNICATIONS RELAY SERVICES SURCHARGE

BY THE COMMISSION:

NOTICE is hereby given by the Florida Public Service Commission that the action
discussed herein is preliminary in nature and will become final unless a person whose interests
are substantially affected files a petition for a formal proceeding, pursuant to Rule 25-22.029,
Florida Administrative Code.

I. Background

The Florida Relay System (FRS) provides deaf or hard of hearing persons access to basic
telecommunications services by using a specialized communications assistance operator (CA)
that relays information between the deaf or hard of hearing person and the other party of the call.
The primary function of the FRS is accomplished by the deaf or hard of hearing person using a
Telecommunications Device for the Deaf (TDD) which has a keyboard and screen. The person
using the TDD types a message to the CA who in turn voices the message to the other party. The
reverse of this process completes messages to the deaf or hard of hearing person. This is how the
term “relay” originated.

The Telecommunications Access System Act of 1991 (TASA) established a statewide
telecommunications relay system and became effective May 24, 1991. TASA is authorized
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under Chapter 427, Florida Statutes. Section 427.701(1), Florida Statutes, provides that we
establish, implement, promote, and oversee the administration of the statewide
telecommunications access system to provide access to telecommunications relay services by
persons who are deaf, hard of hearing, or speech impaired, or others who communicate with
them. It is estimated that 3 million of the estimated 18.8 million persons living in Florida have
been diagnosed as having hearing loss. This system provides telecommunications service for
deaf or hard of hearing persons functionally equivalent to the service provided to hearing
persons. TASA provides funding for the distribution of specialized telecommunications devices
and provision of intrastate relay service through the imposition of a surcharge of up to $0.25 per
landline access line per month. Accounts with over 25 access lines are billed for only 25 lines.
Florida law does not allow a telecommunications relay service (TRS) surcharge on VolP or
wireless provider lines as the federal TRS program does. Pursuant to Section 427.704(4)(a)l,
Florida Statutes, a surcharge is collected only from landline access lines.'

We selected Florida Telecommunications Relay, Inc. (FTRI), a non-profit corporation
formed by the local exchange telephone companies (LEC), to serve as the TASA administrator.
On July 1, 1991, the LECs began collecting an initial $0.05 per access line surcharge pursuant to
Order No. 24581. Since that time, the surcharge has changed to reflect budgetary needs, but has
been maintained at $0.11 per month since June 2007.

On November 3, 2010, the Federal Communications Commission (FCC) released a
Public Notice’ seeking comment on issues related to the FCC’s implementation of the
requirement for a National Deaf-Blind Equipment Distribution Program (NDBEDP), as set forth
in the Twenty-First Century Communications and Video Accessibility Act of 2010 (Accessibility
Act).? The Accessibility Act authorizes the FCC to allocate $10 million annually from the
Interstate TRS Fund for this nationwide equipment distribution effort. On December 15, 2010,
we responded to the Public Notice with comments and recommended that FTRI become the
Florida Distributor for Equipment provided through the NDBEDP.

On April 6, 2011, the FCC released Order FCC 11-56 formally establishing the NDBEDP
to distribute specialized customer premises equipment to low-income individuals who are deaf-
blind. The Order indicated the initial allocation of NDBEDP grant money for Florida would be

! Florida Telecommunications Relay, Inc. projects another decrease in landline access lines subject to the relay
surcharge for the budget year 2011-2012. In addition, with the redefinition of basic local service passed by the
Legislature in 2009, some competitive local exchange companies are not collecting or paying the relay surcharges
on what they now consider is a non-basic line.

2 CG Docket No. 10-210, Released November 3, 2010, Consumer and Governmental Affairs Bureau seeks comment
on implementation of requirement to define programs for distribution of specialized customer premises equipment
used by individuals who are deaf-blind.

3 The Accessibility Act requires the FCC to take measures to ensure that people with disabilities have access to
emerging communications technologies in the 21st Century. Section 105 of this law directs the FCC to establish
rules that define as eligible for relay service support those programs approved by the FCC for the distribution of
specialized customer premises equipment designed to make telecommunications service, Internet access service, and
advanced communications, including interexchange services and advanced telecommunications and information
services, accessible by low income individuals who are deaf-blind.
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$458,832 per year. On November 15, 2011, FTRI submitted its application to the FCC to
become the Florida Distributor for the Deaf-Blind Equipment supplied through the Federal
program. FTRI is now awaiting formal approval from the FCC to become the distributor for the
NDBEDP.

FTRI included revenue and expense amounts for the NDBEDP in its 2012-2013 proposed
budget. Including the NDBEDP dollars in the FTRI budget produces a net effect of zero. All
expenses incurred by FTRI as the administrator of the NDBEDP would be reimbursed through
grant money from the Federal program.* Should FTRI not be rewarded the NDBEDP program
grant money as Florida administrator of the NDBEDP, there would be no revenue or expense
affect for the NDBEDP in FTRI’s budget.

We are vested with jurisdiction over these matters pursuant to Chapter 427, Florida
Statutes.

II. Analysis

As shown in Table A, minutes of use for traditional TRS has been declining. AT&T,
Florida’s new relay provider as of June 1, 2012, projects that the traditional TRS minutes will
continue to decline. Traditional relay users are transitioning to the more efficient technologies of
IP Relay,’” Video Relay Service® (VRS), CapTel captioning service, IP Captioned Telephone
Service’ (IP CTS), IP Speech to Speech service® (IP STS), and Blackberry or Palm wireless
devices.

4 Section 427.705(5)(c), Florida Statutes, provides that the administrator of the relay system may apply for, contract
for, receive, and expend for the purposes of this part any appropriation, grant, gift, or donation from the Federal
Government or any other public or private source.

* IP Relay allows people who have difficulty hearing or speaking to communicate through an Internet connection
using a computer and the Internet, rather than a TTY and a telephone.

¢ Video Relay Service is a form of Telecommunications Relay Service that enables persons with hearing disabilities
who use American Sign Language to communicate with voice telephone users through video equipment, rather than
through typed text. Video equipment links the VRS user with a TRS operator so that the VRS user and the operator
can see and communicate with each other in signed conversation. Because the conversation between the VRS user
and the operator flows much more quickly than with a text-based TRS call, VRS has become a popular form of
TRS.

7 IP captioned telephone service allows the user to simultaneously listen to, and read the text of, what the other party
in a telephone conversation has said, where the connection carrying the captions between the service and the user is
via an IP addressed and routed link.

¥ Speech to Speech relay service utilizes a specially trained CA who understands the speech patterns of persons with
speech disabilities and can repeat the words spoken by such an individual to the other party to the call. IP STS uses
the Internet, rather than the public switched telephone network, to connect the consumer to the relay provider.
Instead of using a standard telephone to make the relay call, an IP STS user can use a personal computer or personal
digital assistant (PDA) device and, with the installation of softphone application software, can make a voice call via
the Internet to the relay provider. The call is initiated by the user clicking on an icon on his or her computer or
PDA; the relay user is then connected to a CA over the Internet and tells the CA the number to be dialed; the CA
then connects the IP STS user with the called party and relays the call between the two parties.
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Table A - Florida Traditional TRS Minutes April 2009 — March 2012

CapTel Service

CapTel service uses a specialized telephone that provides captioning of the incoming call
for a deaf or hard of hearing person. AT&T projections show that the CapTel minutes of use
will slightly increase for the 2012-2013 fiscal year. The CapTel cost as approved in the AT&T
contract will be $1.47 per minute effective June 1, 2012, versus the current CapTel rate of $1.54
per minute. Table B shows the historical CapTel minutes of use from April 2009 through March

2012.

CapTel Minutes of Use
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Table B — CapTel minutes of use April 2009 — March 2012

FTRI Budget

The FTRI 2012-2013 fiscal-year budget was reviewed and approved by the FTRI Board
of Directors on March 26, 2012, prior to the filing of its budget with the FPSC. The proposed
budget includes a decrease in expenses of approximately $1,975,415 from the 2011-2012
Commission-approved budget, and $34,129 decrease from the 2011-2012 estimated expenses.9
The 2012-2013 FTRI budget projects total revenues to be $9,471,687 and total expenses to be

® These figures do not include the NDBEDP expenses since they are totally reimbursed by grants, or the $92,847
decrease to the Relay Provider account.
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$11,818,260. FTRI believes that the TRS surcharge can remain at $0.11 per access line for the
2012-2013 fiscal year, with its estimated revenue shortfall of $2,346,57310 being covered
through the reserve account. "’

Initially, FTRI estimated traditional TRS and CapTel minutes of use projections for the
2012-2013 FTRI budget period. Subsequent to the submittal of FTRI’s budget, the FPSC
consummated the contract with AT&T Relay, and AT&T Relay submitted its estimate of
traditional TRS and CapTel minutes for the 2012-2013 budget year. AT&T’s estimated annual
CapTel minutes of use are 2,152,973 at a rate of $1.47 per minute for a total of $3,164,870.
AT&T’s estimated annual traditional TRS minutes of use are 2,152,973 at a rate of $0.76 per
minute for a total of $1,626,766. (See Attachment B) AT&T’s estimate to provide traditional
TRS and CapTel is $92,847 less than FTRI’s initial projection. AT&T’s projection of minutes
for the 2012-2013 FTRI budget year were used.

I1I. Decision

We have reviewed FTRI’s 2012-2013 fiscal year budget request and believe it is
reasonable after an adjustment for Relay Provider Services. The current TRS surcharge of $0.11
should meet FTRI’s budget needs for the 2012-2013 fiscal year. Therefore, FTRI’s proposed
budget operating revenue of $9,471,687 is approved, and revised budget expenses of
$11,725,413 for the fiscal year 2012-2013, effective July 1, 2012 is approved. The TRS
surcharge will be maintained at $0.11 per month for the fiscal year 2012-2013, effective July 1,
2012. The incumbent local exchange companies, competitive local exchange companies, and
shared tenant providers shall continue to bill the $0.11 surcharge for the fiscal year 2012-2013,
effective July 1, 2012.

' In lieu of using the reserve account for the estimated revenue shortfall, we could increase the monthly relay
surcharge by $0.03 per access line per month.

' IP Relay and VRS users are presently having their relay minutes of use paid through the interstate TRS fund.
However, the Federal Communications Commission (FCC) has repeatedly stated that this arrangement is only
temporary. The FCC believes Title IV of the Americans with Disabilities Act and its legislative history make it
clear that Congress intended for the states to be responsible for the cost recovery for intrastate relay services
provided under their jurisdiction.

The FCC has not formally opined on the time frame when the IP Relay and VRS costs will shift to the
states or what the intrastate/interstate cost allocation will be. The total monthly responsibility of intrastate IP Relay
and VRS costs is estimated to be approximately $32 million annually. The $32 million additional IP Relay and VRS
costs could increase the annual budget for Florida TRS to over $43 million and likely exceed the current $0.25 cap
per access line allowed by statute. If this happens, a legislative change may be necessary to either increase the
present TRS cap for local exchange company lines or have all carriers such as wireless and VoIP providers charge
the surcharge as the federal TRS program does.

In order to minimize the impact of this change on the Florida TRS Fund, we, by Order PSC-06-0469-PAA-
TP, issued June 1, 2006, took action for the 2006-2007 FTRI budget year by maintaining a $0.15 per month TRS
surcharge to create a reserve to handle the initial costs of the intrastate VRS and IP Relay cost burden. It is estimated
that this will provide a reserve in the Florida TRS fund of $14,676,291 by the end of the current fiscal year in June
2012. This reserve amount should be enough to cover approximately four to five months of the initial intrastate
VRS and IP Relay costs should the FCC make a decision in the next fiscal year.
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A comparison of FTRI’s 2012-2013 proposed budget, Commission-approved 2012-2013
budget, and the current 2011-2012 estimated revenue and expenditures is shown below.

FTRI Proposed Commission Current
Approved

Operating Revenue: 2012-2013 2012-2013 2011-2012
Surcharges $ 8,979,396 8,979,396 $9,257,110
Interest Income 33,459 33,459 60,302
NDBEDP 458,832 458,832 0
Total Operating Revenue $ 9,471,687 $ 9,471,687 $9,317,412
Operating Expenses:
Relay Provider Services $ 4,884,483 $4,791,636 $ 5,335,285
Equipment and Repairs 2,899,778 2,899,778 2,637,422
Equipment Distribution And Training 1,497,088 1,497,088 1,475,301
Outreach 684,503 684,503 637,673
General & Administrative 1,393,576 1,393,576 1,307,876
NDBEDP 458.832 458,832 0
Total Expenses $11,818,260 $11,725,413 $11,393,557
Deficit (2,346,573) (2,253,726)
Projected Surplus at June 30, 2013 $12,293,694 $12,386,541

Based on the foregoing, it is

ORDERED by the Florida Public Service Commission that an annual budgeted operating
revenue of $9,471,687 and annual budget expenses of $11,725,413 for the fiscal year 2012-2013,
effective July 1, 2012, for the Florida Telecommunications Relay Inc. is hereby approved. It is

further

ORDERED that the Telecommunications Relay Service surcharge shall be maintained at

$0.11 per month for the fiscal year 2012-2013 effective July 1, 2012. It is further

ORDERED that the incumbent local exchange companies, competitive local exchange
companies, and shared tenant providers shall continue to bill the $0.11 surcharge for the fiscal
year 2012-2013, effective July 1, 2012. It is further

ORDERED that a separate expense category shall be established for the NDBEDP. It is

further

ORDERED that the provisions of this Order, issued as proposed agency action, shall

become final and effective upon the issuance of a Consummating Order unless an appropriate
petition, in the form provided by Rule 28-106.201, Florida Administrative Code, is received by
the Office of Commission Clerk, 2540 Shumard Oak Boulevard, Tallahassee, Florida 32399-
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0850, by the close of business on the date set forth in the “Notice of Further Proceedings”
attached hereto. It is further

ORDERED that in the event this Order becomes final, this docket shall be closed.

By ORDER of the Florida Public Service Commission this 25th day of May, 2012.

/s/ Ann Cole

ANN COLE

Commission Clerk

Florida Public Service Commission
2540 Shumard Oak Boulevard
Tallahassee, Florida 32399

(850) 413-6770
www.floridapsc.com

Copies furnished: A copy of this document is
provided to the parties of record at the time of
issuance and, if applicable, interested persons.

CBM

NOTICE OF FURTHER PROCEEDINGS OR JUDICIAL REVIEW

The Florida Public Service Commission is required by Section 120.569(1), Florida
Statutes, to notify parties of any administrative hearing that is available under Section 120.57,
Florida Statutes, as well as the procedures and time limits that apply. This notice should not be
construed to mean all requests for an administrative hearing will be granted or result in the relief
sought.

Mediation may be available on a case-by-case basis. If mediation is conducted, it does
not affect a substantially interested person's right to a hearing.

The action proposed herein is preliminary in nature. Any person whose substantial
interests are affected by the action proposed by this order may file a petition for a formal
proceeding, in the form provided by Rule 28-106.201, Florida Administrative Code. This
petition must be received by the Office of Commission Clerk, 2540 Shumard Oak Boulevard,
Tallahassee, Florida 32399-0850, by the close of business on June 15, 2012.
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In the absence of such a petition, this order shall become final and effective upon the
issuance of a Consummating Order.

Any objection or protest filed in this/these docket(s) before the issuance date of this order

is considered abandoned unless it satisfies the foregoing conditions and is renewed within the
specified protest period.
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Florida e S
Telecommunications i B
FTRI Relay, Inc. S
March 30, 2012

Mr. Robert Casey, Public Utilities Supervisor
Division of Regulatory Analysis

Florida Public Service Commission

2540 Shumard Oak Boulevard

Tallahassee, FL 32399-0866

RE:  FTRIFY 2012/2013 Budget

Dear Mr, Casey:

| am pleased to forward a copy of the FY 2012/2013 budget that was recently approved by the
Florida Telecommunications Relay, Inc. (FTRI) Board of Directors. This budget was reviewed
by our Budget Commiitee and the Board and was adopted by the Board on March 286, 2012,

The budget, with the inclusion of the proposed NDBEDP, as approved by the Board projects
total revenues at the current surcharge level of $.11 to be $9,471,687 and total expenses to be
$11,818,260. The difference of $2,348,573 will be transferred from the surplus account, which
should be approximately $14,676,291 at the end of the current fiscal year. Although a
surcharge of $.11 would produce a shortfall in meeting FTRI's operating expenses, we have not
proposed to revise the surcharge because we believe there are sufficient funds in the surplus
account to offset the difference. Attached Is the Income Statement that reflects the proposed
FY 2012/2013 budget.

As of February 2012, FTRI has over 465,950 individuals in the client database. it is evident that
FTRI and its regional partners are reaching out to meet the telecommunications access needs
of residents who are deaf, hard of hearing, deaf/blind, or speech impaired. Outreach continues
to be a large part of our efforts and we are planning to sustain these activities in order to
continue tu reach out to the estimated 3 million potential cllents in Florida. by .creating -
awareness and telephone independence.

Should you have questions or desire additional information, please do not hesitate to email me

at f @ftri.org.

Enclosure

cc. FTRI Board of Directors
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Florida Telecommunications Relay, Inc,
Fiscal Year 2012/2013 Budget @ .11 cents w' 1 ROC
201172012 201172012 20122013 VARIANCE
APPROVED ESTIMATED PROPOSED 201412012
BUDGET REY & EXPEND BUDGET 201272013
OPERATING REVENUE
1  Surcheges 8.553.960 89.257.110 8,979,396 (574,564)
2 interost income 84,440 60,302 33,456 (50.881)
3 NDBEDP 0 o] 458.832 458,832
TOTAL OPERATING REV 9,638,400 9,317,412 9,471,687 (166,713)
OTHER REVENUEFUNDS
4  Sumpius Account 11,871,084 14,676,291 12,293,694 422,830
TOTAL REVENUE 21,500,464 23,993,703 21,765,381 2565917
OPERATING EXPENSES
CATEGORY i - RELAY SERVICES
5 DPR Provider 5,808,184 5,335,285 4,884,483 {1.023,681)
SUBTOTAL-CATEGORY 1 5,808,164 5.335.285 4,884,483 (1.023.681)
— CATEGORY Il - EQUIPMENT & REPAIRS
€ TDD Equipment ¢ 0 0
7 Large Prnt TOO's 11,400 8,700 5,700 (5,700}
8 WVOOMCO - TOD 5.000 2500 8,000 1,000
9 VCO Telephone 13,776 2505 4,960 {8.818)
10 Dual Sensory Equipment 103,925 70,703 20,000 {83.925)
11 CapTel Phone Equipment 110,000 72,830 88,000 (22,000)
12 VCP Mearing impaired 2,597,960 2292818 2,547,880 (350,100}
13 VCP Speech impaired 21616 15912 18,038 (3.478)
14 TelTak Speech Ald 64,000 21,600 45,000 {9,000}
15 Jupiter Spesker phone 66,700 20,000 37,500 (32,200
16  Inline Amplifier 2,240 $00 1.000 (1.240)
17 ARS Signaling Equip 44,051 20,524 29,700 {14,351}
18 VRS Signaiing Equip 35,868 17,640 21,000 {14,868}
18 Actessories & Supplies 10.000 10,000 10,000 4]
20 Telecomm Equip Repair 79,327 75,000 65,000 {14,327}
SUBTOTALCATEGORY Il 3,458,783 2,637 422 2,890,778 (558,005)
CATEGORY il - EQUIPMENT DISTRIBUTION & TRAINING
21 Freight-Telecomm Equip 41,000 35,000 39.000 (2,000)
22 Regional Distr Centers 1.711.662 1,420,301 1,378,088 (333.574)
23 Workshop Expense 10,000 10.000 70.000 60.000
24 Training Expense 15,000 10,000 10.000 {5.000)
SUBTOTAL-CATEGORY Il 1.777.662 1,475,301 1,497,088 {280,574)
r\
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CATEGORY IV - QUTREACH

25

Outreach Expense
SUBTOTAL-CATEGORY tV

Florida Telecommunications Relay, inc.
Fiscal Year 201272013 Budget @ .11 cents wf 1 ROC

20112012
APPROVED
BUDGET
737,803

737.903

CATEGORY V - GENERAL & AOMINISTRATIVE

B2BBEIEERBR2888LERLBR2EYBIR

Adventising
Accounting/Auditing
Legal

Computer Consuftation

Dues & Subscriptions
Office Furniture Purchase

Office Equipment Purchase

Office Equipmant Lease
insurance Hith/Lite/Dsbity
Insurance-Other

Office Expense

Printing
Rent

Utiities

Retirement

Employes Compensation
Temporary Employmant
Taxes - Payroli

Taxes - Unemplmt Comp
Taxes - Licenses
Telephone

Trave! 8 Business
Equipment Maint.
Employes Training/Dev
Mosting Expense
Miscelianeous Expense

SUBTOTAL-CATEGORY V

CATEGORY VI - NDBEDP

53

NDBEOP - Expense
SUBTOTAL-CATEGORY Vi

TOTAL EXPENSES

REVENUE LESS EXPENSES

4Im
30,833
72,000
73274
4,047
2450
8,875
2,500
202,845
8,800
17,578
19,383
3,656
102,088
13,013
82962
578,288
24,000
44,725
8,804
12
24,240
23,439
1,988

8.415
3.850
0

1,452,301

43,334,843

8174621

20043012
ESTIMATED
REV & EXPEND

637,673
637,873

8,232
28230
72,000
73,274

3,080

2,450

1550

2,118

267,646

7,165
15,830
16,020

2,630
95,148

7.000
72,040

521,853

8,215
3822

6,808

62
21,854
19,357

1540

6,826

4,992

0

1,307,876

11,383,587
12,600,146

505

201P2013
PROPOSED
BUDGET

684,503
684,503

§,600
25,382
72000
49560

4,187

2,450

8,950

2,330

303,218

7.523
17,413
16,822

2,803
90,156

8,400
60,960

§63,643
21,600
43,189

6428

65
24,039
22,285

1,668

7,158

§.741

0

1,303,576

458,832
458,832

11,618,260
9,947,121

Attachment A

VARIANCE
204112012
20122013

(53.400)
(63.400)

1.600
{5.241)
Y

(23.714)
140
0
75
{170)
10,370
823
(168)
(2.671)
{1.062)
(11,082}
{4,613)
(2,002)
{14,745)
{2,400)
(L
(378)
M
{20%)
{1,144)
{318)
(1.257)
1,801
0

{58.755)

{1.975,418)
2.231,382
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AT&T
History of Traditional TRS Billing
Using billable minutes
Actual/Estimated AT&T Projection
FYE-2012 Fiscal Year End 2013

July 211,598 190,438
August 208,530 187,677
September’ 186,304 167,674
October 191,357 193,665
November 182,104 187,182
December 183,154 186,386
January 193,841 186,781
February 193,841 169,936
March 193,841 182,447
April 193,841 163,395
May 193,841 160,352
June 193,841 164,549

Total 2,326,093 2,140,482
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FTRI
History of CapTel Billing
Using billable minutes

Actual/Estimated AT&T Projection
FYE 2012 Fiscal Year End 2013

July 171,787 171,787
August 177,886 177,886
September 165,798 165,798
October 179,471 167,996
November 178,939 171,763
December 186,204 183,308
January 176,681 207,483
February 176,681 173,741
March 176,681 192,347
April 176,681 183,992
May 176,681 177,103
June 176,681 179,769

Total 2,120,171 2,152,973
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Florida Relay - Service Contract Page 1 of 2

FLORIDA RELAY

SERVICE CONTRACT

On February 14, 2012, in Docket No. 110013-TP, the Commission selected AT&T Relay as
Florida's Relay Service Provider effective June 1, 2012.

» To connect with Florida Relay...
It's Simple, just dial 711... or dial
1-800-955-8771 (TTY/VCO)
1-800-955-8770 (Voice)
1-800-955-1339 (ASCII)
1-877-955-8773 (Spanish)
1-877-955-5334 (STS)
1-877-955-8260 (VCO Direct)
AT&T Relay Customer Service
> English: : (V) 800-682-
8706, (TTY) 800-682-
8786
° Spanish: (V, TTY) 1-800-
855-2886
° Email:
attcustomercare@att.com

Florida Relay is the independence link that enables standard telephone users to communicate
with people who are Deaf, Hard-of-Hearing, Deaf/Blind or Speech Impaired who use
specialized telecommunication devices, such as, a TTY (Text Telephone or TDD).

A Relay Operator (OPR) takes the phone call and acts as your confidential link to reach
anybody, anywhere, 24-hours a day, 365 days a year, with no restrictions on the number of calls
placed or on the length of calls. There is no charge for making local phone calls. Florida Relay
accepts long-distance and international phone calls based on the caller's preference. Many long-
distance providers offer discounted rates for long-distance calls through the relay service. It's
the responsibility of the relay user (caller) to contact their long-distance provider of choice to
see if a discounted rate is available.

Everyday, thousands of Florida residents relay on Florida Relay to make personal and business
phone calls. Relay users have different needs and use different features; and users can
communicate with other users. Some example of the type of relay users:

Text Telephone (TTY or TDD) - the caller types their phone conversation, the operator (OPR)
voices typed words to the hearing person and types back the words being said; the caller reads
the text message on the TTY screen and / or paper printout on the TTY.

509
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Florida Relay - Service Contract Page 2 of 2

Voice Carry-Over (VCO) - the caller can speak directly to the hearing person the operator
(OPR) types back the words that are being said and the caller reads the text message on the
VCO screen (or TTY).

Two-Line VCO - the caller needs two phones or a computer, one line is for speaking and one
line is for receiving text messages.

Hearing Carry-Over - the caller listens to the person who is speaking, the operator (OPR) voices

text messages to hearing person who speaks directly to HCO user without operator (OPR)
interaction.

Back to Florida Relay Home
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Florida Relay - Terms and Acronyms Page 1 of 1

FLORIDA RELAY

Chapter 427 of the Florida Statutes concerning the TELECOMMUNICATIONS ACCESS
SYSTEM.

DEFINITION OF TERMS AND ACRONYMS

ADMINISTRATOR - A nonprofit corporation [427.704(2), F.S.]created by the local
exchange telephone companies pursuant to Commission Order No. 24462 dated May 1,
1991.

That nonprofit corporation was created in June of 1991 and is known as Florida
Telecommunications Relay, Inc. (FTRI) The Administrator has three basic roles: one is to
collect the surcharge revenues from the local exchange telephone companies and pay the
relay service provider [427.705(1)(d)&(g), F.S.], another is to distribute and maintain the
specialized telecommunications devices [417.705(1)(a), F.S.] and the third is to provide -
community outreach and training on use of the relay service and specialized
telecommunications devices [427.705(1)(a)-(b), F.S.] The FTRI's offices are located in
Tallahassee.

ADVISORY COMMITTEE - A group of up to ten (10) individuals recommended by
various organizations representing both the telephone industry and individuals with
hearing, speech, or dual sensory impairment [427.706, F.S.] The Advisory Committee's
role is to provide input to both the FPSC and the Administrator on the development and
operation of the Telecommunications Access System. The Advisory Committee has been
actively involved in the implementation of TASA since May 1991. The Advisory
Committee has met with the Commission staff on several occasions and also made
presentations before the Commission.

FCC - Federal Communications Commission

FPSC - The Florida Public Service Commission, which has overall responsibility for
implementation and oversight of the system [427.704(1), F.S.]

LEC - Local Exchange Company. These providers of local exchange telephone service
have the responsibility of collecting the surcharge and submitting it to the Administrator.

PROVIDER - The entity that provides the relay service [427.704(3)(a), F.S.] The FPSC
entered into a contract with AT&T to provide the relay service for the three-year period
from June 1, 2012 through May 31, 2015. The contract includes four one-year optional

contract extensions with AT&T.

Back to Florida Relay Home
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Florida relay - Development fo the Telecommunications Access System

FLORIDA RELAY

DEVELOPMENT OF THE TELECOMMUNICATIONS ACCESS SYSTEM

The major implementation issues were dealt with in 1991 and 1992. Since that time, the
Telecommunications Access System has been continuing to meet telecommunications needs of
the population of Florida. The table below identifies the major steps in development of the
Telecommunications Access System.

Date Event
April 24, TASA passed legislature
1991
May 1, 1991 |First Advisory Committee members named.
May 24,
1991 TASA became law.
June 13, Florida Telecommunications Relay, Inc. (TASA Administrator) incorporated as
1991 a nonprofit association.
July 1, 1991 |TASA surcharge set at $.05 per access line per month.

September 1,
1991

Responsibility for distribution of specialized telecommunications equipment
transferred from Florida Council for the Hearing Impaired to Florida
Telecommunications Relay, Inc.

?gp tle;gt;er First specialized telecommunications equipment distributed by FTRI.

?;;111 st 15, Relay RFP issued for relay service beginning June 1, 1992.

.{aéngtéary 17, Contract signed with MCI to provide Florida Relay Service.

June 1, 1992 Florida Relay Service formally begins processing relay calls out of the Miami
relay center.

July 1, 1992 |TASA surcharge increased from $.05 to $.10 per access line per month.

?gp tle;rglger FPSC request for certification of Florida Relay Service sent to FCC.
FCC letter certifying the Florida Relay System as being in compliance with the

July 8, 1993 |FCC rules implementing the Americans with Disabilities Act. Certification is in
effect from July 26, 1993 through July 25, 1998.

March 31,  |Final report of Deaf Service Center Association on results of pilot project on

1994 Special Needs.

August 4, Contract amendment with MCI to extend relay service contract for fourth year

1994 from June 1, 1995 to May 31. 1996.

11\1909‘/ : mber 1, TASA surcharge increased from $.10 to $.12 per access line per month.

July 1, 1995 |TASA surcharge decreased from $.12 to $.10 per access line per month.

http://www.floridapsc.com/utilities/telecomm/relay/tasa.aspx
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Florida relay - Development fo the Telecommunications Access System

July 18, 1995

Contract amendment with MCI to extend relay service contract for fifth year
from June 1, 1996 to May 31, 1997

July 1, 1996 |TASA surcharge increased from $.10 to $.12 per access line per month.
;&9119g6u st 14, Relay RFP issued for relay service beginning June 1, 1997.

April 8, 1997

Contract signed with MCI to provide Florida Relay Service for three years.
(June 1, 1997 - May 30, 2000)

May 6, 1997 |MCI offers a third 800 telephone number for ASCII users.
September 4, |The FPSC, on behalf of the State of Florida, submitted an application for
1997 renewal of the certification of the Florida Relay Service by the FCC.
July 1, 1998 |TASA surcharge decreased from $.12 to $.11 per access line per month.
The FPSC submitted its comments to the FCC on several relay issues in CC
July 1, 1998 |Docket No. 98-67, Telecommunications Relay Services and Speech to Speech
Services for Individuals with Hearing and Speech Disabilities.
July 1, 1999 |TASA surcharge decreased from $.11 to $.09 per access line per month.
(l)9c;(9)ber 7, Relay RFP issued for relay service beginning June 1, 2000.
;%%%ary 1, Sprint selected as Florida's relay provider.
%%Ig h 30, MCI assessed liquidated damage for service quality.
June 1, 2000 |Sprint became Florida's Relay provider.
July 1,2000 |TASA surcharge decreased from $.09 to $.08 per access line per month.
éou(%l st 2, MCI assessed additional liquidated damages.
November 7, [The Commission voted to amend the contract with Sprint to incorporate changes
2000 mandated by the FCC beginning December 18, 2000.
IZ\IOOO\E)ember 7 The Commission voted to add Turbo Code as a service offered by Sprint.
May 13, |The Commission voted to add Caller ID as a service offered by Spri
2001 ¢ Commussion voted to add Caller 1D as a service offered by Sprint.
The Commission received an award from the Florida Association for the Deaf
June 2001 . . _ . o
for its service to promote relay advancements for Florida deaf citizens.
July 1,2001 |TASA surcharge increased from $.08 to $.12 per access line per month
ékouéglust L 711 used to access relay service in Florida.
May 21, The Commission voted to extend the Sprint contract for relay services until May
2002 31, 2005.
July 1,2002 |TASA surcharge decreased from $.12 to $.08 per access line per month.
g)ézégber L Applied to the FCC for recertification.
May 19, IrcC Recertification applicati d through July 1, 2008
2003 ecertification application approved through July 1, 2
July 1,2003 |TASA surcharge increased from $.08 to $.12 per access line per month

http://www floridapsc.com/utilities/telecomm/relay/tasa.aspx
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Florida relay - Development fo the Telecommunications Access System

March 1, TASA surcharge increased from $.12 to $.13. The Commission voted to include
2004 CapTel as a service.
July 1, 2004 |TASA surcharge increased from $.13 to $.15 per access line per month.
STP ;e(;gier Request for Proposals Released for relay service beginning June 1, 2005.
January 4 The Commission approved staff's recommendation to award the relay service
200 Sary > |contract to Sprint-Florida, Inc. for a three-year period beginning on June 1, 2005
and ending May 31, 2008.
June 16, FTRI 2005-2006 budget approved. TASA surcharge maintained at $0.15 per
2005 access line per month.
October 13, |Liquidated Damages assessed against Sprint for failure to meet typing speed
2005 requirements of 60 wpm on live relay calls.
gggguary 7, Contract amended to reflect new FCC answer time requirements.
June 26, FTRI 2006-2007 budget approved. TASA surcharge maintained at $0.15 per
2006 access line per month.
November Contract amended to eliminate requirement that CA shall not inform the
telephone user that the TDD user is hearing or speech disabled unless the TDD
21,2006
user asks the CA to do so.
June 25, FTRI 2007-2008 budget approved. TASA surcharge reduced from $0.15 to
2007 $0.11 per access line per month.
September | The Commission approved a one-year contract option extension with Sprint
11, 2007 Relay beginning June 1, 2008.
May 6, 2008 FTRI 2908-2009 budget approved. TASA surcharge maintained at $0.11 per
access line per month.
Julv 1. 2008 The Commission approved a one-year contract option extension with Sprint
Y Relay beginning June 1, 2009.
May 5, 2009 FTRI 2009-2010 budget approved. TASA surcharge maintained at $0.11 per
access line per month.
June 30, The Commission approved a one-year contract option extension with Sprint
2009 Relay beginning June 1, 2010.
March 2, The Commission removed roaming and guest options for Florida CapTel phone
2010 service.
FTRI 2010-2011 budget approved. TASA surcharge maintained at $0.11 per
May 4, 2010 .
access line per month.
June 15, The Commission approved a one-year contract option extension with Sprint
2010 Relay beginning June 1, 2011.
May 24, FTRI 2011-2012 budget approved. TASA surcharge maintained at $0.11 per
2011 access line per month.
February 14, |The Commission awarded the Florida relay service contract to AT&T Relay for
2012 a three-year period beginning on June 1, 2012 and ending May 31, 2015.
May 8, 2012 FTRI 2012-2013 budget approved. TASA surcharge maintained at $0.11 per

access line per month.

http://www.floridapsc.com/utilities/telecomm/relay/tasa.aspx
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Florida Relay - TASA Committee

| FLORIDA RELAY

TASA ADVISORY COMMITTEE
MEETINGS:
The next TASA Advisory Committee is tentatively scheduled for October 2012.

» Transcript of TASA meeting on October 28, 2011 (PDF file size SMB)
o Transcript of TASA meeting on April 27, 2012 (PDF file size 10.1MB)

MEMBERS:

Mr. Steve Howells

Disability Rights Florida

2671 Executive Center Circle, W.,
Suite 100

Tallahassee, FL 32301-5024
(800) 342-0823 - Voice

(800) 346-4127 - TDD/TTY
(850) 488-8640 - Fax
s.howells@advocacycenter.org

Ms. Kim Schur, AUD
Director

Center for Hearing and
Communication

2900 West Cypress Creek Road
Suite 3

Ft. Lauderdale, F1.33309
(954) 601-1930 - Voice/TTY
(954) 601-1399 - Fax

(866) 954-2681 - VRS
kschur@chchearing.org

Jon Ziev

Florida Association of the Deaf, Inc.

17105 Cypresswood Way
Clermont, FL 34714

Cheryl Rhodes

Florida Deaf/Blind Association
500 Northfield Lane

The Villages, FL. 32162

USFJON@aol.com (352) 751-5469 - TTY
live.oak@comcast.net

Becki Edmonston Maryrose Sirianni

Verizon - South Area Region BellSouth Telecommunications,

106 East College Avenue Inc., d/b/a AT&T Florida

Suite 710 150 South Monroe Street -

Tallahassee, Florida 32301-7721
(850) 681-3756
(850) 222-2912 - Fax

rebecca.edmonston@yverizon.com

Suite 400

Tallahassee, Florida 32301
(850) 577-5553

(850) 222-8640 - Fax
ms8675@att.com

Richard Herring

1317 Caloosa Lake Court
Sun City, Florida 33573-4869
(813) 642-0558 - TTY

Louis J. Schwarz

Florida Association of the Deaf,
Inc.

2172 Blackville Drive

The Villages, FL 32162-1404
(301) 242-9033 - Text Relay
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Florida Relay - TASA Committee

(813) 633-3258 - Fax
rhmann@tampabay.rr.com

(866) 824-4228 - Video Relay
deafbowtie@gmail.com

Chris Littlewood

Project Coordinator II

St. Petersburg College Center
for Public Safety Innovation
National Terrorism Preparedness
Institute

(727) 341-4109 - CapTel

(727) 341-4524 - Fax

(727) 498-2059 - VP
littlewood.chris@spcollege.edu

Back to Florida Relay Home
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Florida Relay - Florida PSC Staff Contacts Page 1 of 1

FLORIDA RELAY

Florida PSC Staff Contacts:
Bob Casey, Public Utilities Cindy Miller, Attorney
Supervisor Office of the General Counsel
Division of Regulatory Analysis (850) 413-6082 - Voice
(850) 413-6974 - Voice (850) 413-6083 - Fax
(850) 413-6975 - Fax cmiller@psc.state.fl.us
bcasey(@psc.state.fl.us
Curtis Williams, Regulatory Sakina Deas, Research Assistant
Analyst IV Division of Regulatory Analysis
Division of Regulatory Analysis (850) 413-6504 - Voice
(850) 413-6924 - Voice (850) 413-6505 - FAX
(850) 413-6925 - FAX sdeas@psc.state.fl.us

ciwillia@psc.state.fl.us

Other Contacts:
Florida Telecommunications AT&T Relay
Relay, Inc. Sidney Minnick
Mr. James Forstall, Executive Senior Marketing Manager
Director 311 S. Akard St.
1820 E. Park Avenue, Suite 101 Dallas TX 75202
Tallahassee FL 32301 (214) 464-6858 - Voice
(850) 888-292-1950 Ext. 230 - (214) 745-4802 - Fax
Voice/TTY sidney.minnick.jr@att.com
(800) 222-3448 - Voice
(888) 447-5620 - TTY
(850) 656-6099 - FAX
jforstall@ftri.org

Back to Florida Relay Home
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Florida

Telecommunications
T
- FTRI Relay, Inc.

Florida Telecommunications Relay, Inc.
Monthly TASA Surcharge Collection Report

From:

(Company Name)

Florida Company Code: For Reporting Period:

Date TASA remitted to FTRI: Remitted by: Check #

Number of lines billed @ $.11 each:
($.11 beginning July 1, 2008)

Was the surcharge prorated on any access lines?

T 1. Total - Surcharge billed

2. (Less) Surcharge not collected

3. (Plus) Surcharge collected (attributed to prior period)

4. Subtotal

5. (Less) 1% of Surcharge collected

©®h HA OH H &hH &h

6. Total - Remitted to FTRI (TASA fund administrator)

Prepared by: Phone:

Signed by: Email:

Print Name: Date:

Please remit payment with form to:

Florida Telecommunications Relay, Inc. Phone: 850-205-1470 ext. 224

c¢/o Accounts Receivable Department Fax: 850-656-6099

1820 E. Park Avenue, Suite 101 Email: accountsreceivable@ftri.org
T Tallahassee, FL 32301

Revised March 2011
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AT&T Relay Services | AT&T Relay Services

Skip to main content

* Att.com
» Espaiiol
| Search =
o R () o~ | s &
i\ { ! X el \” J o J i o
* Home
¢ Services

Skip secondary navigation

» State Programs
* Choose Your Relay

* Discount Text Phone Plan

Page 1 of 3

I\- PORTANT
NFORMATION

Regarding the use of
TOLL FREE numbers
for IP or VRS users

i A

CapTel
Captioned Telephone

CapTel is a free phone captioning service for web, mobile and home.

Learn More

Learmn More

http://relayservices.att.com/
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AT&T Relay Services | AT&T Relay Services Page 2 of 3

M

Instant Message Relay

Individuals can now make relay calls from AOL Instant Messanger (AIM).

Learn More

TTY
Teletypewriter Relay

TTY relay is for individuals who prefer to use a TTY device to communicate with a hearing person.

Learn More

STS
Speech to Speech Relay

STS relay allows consumer's with speech loss to communicate over

Learn More
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AT&T Relay Services | AT&T Relay Services Page 3 of 3

At AT&T we have a long history of providing TTY and IM Relay Services.
Learn About IM Relay

» Privacy Policy
* Terms and Conditions

©2012 AT&T Intellectual Property. All rights reserved. AT&T, the AT&T logo and all other AT&T marks contained herein
are trademarks of AT&T Intellectual Property and/ or AT&T affiliated companies.
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Skip to main content

*« Aft.com
+ Espaiiol

AT&T Relay Services

« Home
* Services

Skip secondary navigation

» CapTel
« M Relay

« TTY Relay
» ¢91]

* Support

See what you're

Free CapTel phone captioning service lets
you see every word your caller says.

. || How about lunch?
| Sounds good. !

LEARN ABOUT CAPTEL

What is CapTel?
CapTel is a free phone captioning service for web, mobile, and home.

Read More

How CapTel Works

Watch how-to videos to see CapTel in action.

Read More

Get Started with CapTel

Register for WebCapTel Download Mobile App Buy CapTel Phone
Questions About CapTel?

Call Us 1-877-401-8668

Email Us Get Answers

Choose Your CapTel
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AT&T Relay Services | CapTel

See captions on your
phone just like your TV.

Get One
Learn More

Call to Order
1-877-401-8668

* Privacy Policy
» Terms and Conditions

©2012 AT&T Inteliectual Property. All rights
reserved. AT&T, the AT&T logo and all other
AT&T marks contained herein are trademarks of

AT&T Intellectual Property and/ or AT&T

affiliated companies. iPhone is a trademark of

Apple Inc., registered in the U.S. and other

countries. App Store is a service mark of Apple

Inc.
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Web
See captions online and listen on your
phone.

View Details

Mobile
Download our app for captions on your
®1Phone.

View Details

Home
Follow captions on a CapTel phone
display.

View Details
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Skip to main content

o Aft.com
* Espafiol

AT&T Relay Services

« Home
+ Services

Skip secondary navigation

STS Trammg Line

STS Relay is for individuals with speech disabilities or have difficulty being understood on the phone.

Introduction to STS Relay

Know when you are receiving a STS call. Incoming calls will have a standard greeting from AT&T. Read more below.
Recognizing an Incoming STS Call

It is just as easy to place a call to a STS user as it is to receive a call from a STS user.

Calling Tips
How to Call A STS User

Watch videos about STS Relay Service and learn more about this helpful service. Content is courtesy of Dr. Segalman.
Video: How Does STS Work?
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« Privacy Policy
« Terms and Conditions

©2012 AT&T Intellectual Property. All rights reserved. AT&T, the AT&T logo and all other AT&T marks contained herein
are trademarks of AT&T Intellectual Property and/ or AT&T affiliated companies.
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Skip to main content

* Aft.com
» Espaiiol
2
|Search Ge e

AT&T Relay Services

 Home
+ Services

Skip secondary navigation

» CapTel

« M Relay
* TTY Relay
< e9l

* Support

There are many ways to communicate with TTY Relay Service. Learn how relay service can be customized to an individuals
needs.
Overview of TTY Relay Services

Step by step instructions on all forms of TTY calls from Voice Carry Over (VCO), Hearing Carry Over (HCO), and speech to
speech (STS) calls.
Instructions

Helpful TTY etiquette and tips for using relay services.

TTY Abbreviations
TTY Tips

Get answers to frequently asked questions about relay services

TTY FAQs
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AT&T provides traditional relay services for Deaf, hard of hearing, and speech loss individuals who use a teletypewriter, or
TTY, as a communications device. We are currently the relay service provider for various states around the nation. Explore
our state pages today!

AT&T State 711 Programs

Tips

* TTY Relay
- JP Relay
e M Relay

More questions or comments?

Feedback

AT&T Relay Customer Profile
Set up your AT&T Relay Profile here.
Start Now

* Privacy Policy
e Terms and Conditions

©2012 AT&T Intellectual Property. All rights reserved. AT&T, the AT&T logo and all other AT&T marks contained herein
are trademarks of AT&T Intellectual Property and/ or AT&T affiliated companies.
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FTRI - Home

Florida
. Telecommunications
ETRI Relay, Inc.

UPCOMING EVENTS
August 16, 2012 - 10:00 AM to 12:00 PM

Palm Harbor Community Center
Palm Harbor: 727-853-1010

August 16, 2012 - 12:00pm to 3:30pm

Jan Platt Library
Tampa: 727-399-9983

WHAT'S NEW
FTRUQFFERS SEVERAL AMPLIFIED TELEPHONES

option to locate the nearest RDC in your area.

FIND OUT MORE ABOUT FTRI

Seepimry——
serdors., as wall ax
residents who are Deaf,

Read about the improved cordless telephone in the most recent Florida Link newsletter.

Join FTRI on Facebook

530
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More events...

FTRI offers a variety of amplified telephones to meet the need of persons with a mild,
moderate, or severe hearing loss. To fearn more about the different types of amplified
telephone please click on the telephone icon. These amplified telephones are available at ail
of the 25 Regional Distribution Centers located throughout the state. Use our Find A Location

Qld newsletters...

8/15/2012
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Copyright ® 2012 Florida Telecommunications Relay, Inc,
1820 East Park Avenue Suite 101 - Tallahassee, FL 32301 - Voice: 1-800-222-3448 - TTY: 1-888-447-5620
Spread the Ward
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Florida _
. Telecommunications m
711

FYRI Relay, Inc,

Equipment

AMPLIFIED PHONES

~—o This cordless phone allows an individual with moderate to severe hearing
loss the benefits of increased volume, clarity and portability.

» 48dB amplification

90dB adjustable ring volume

2.5 or 3.5mm audio output jack

Memory dial

3 Tone settings

Hearing aid compatible

Backlit keypad with large buttons
Powered by AC adapter or battery backup

W425 Pro Amplified Cordless Phone

~ This cordless phone allows a hard of hearing individual the benefits of both increased volume
. and portability.
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37dB amplification

Tone control

2.5mm audio output jack

Visual ringer in handset and base
Backlit keypad with large buttons
Powered by AC adapter

. XL-50 Amplified Phone

This corded phone allows hard of hearing individuals to increase the volume of incoming sound
through the handset.

Up to 60dB amplification

4 Tone control settings

DCP technology to optimize performance
95dB adjustable ring volume

3.5mm audio output jack

Memory dial

Backlit keypad with large buttons
Powered by AC adapter or battery backup

XL-40 Amplified Phone

]

=
#lca

“

This corded phone allows hard of hearing individuals to increase the volume of incoming sound
through the handset.
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40dB ampilification

95dB adjustable ring volume

3.5mm audio output jack

Memory dial

+ Tone control

+ Backlit keypad with large buttons

+ Powered by AC adapter or battery backup

CSC-40 Amplified Phone

This corded telephone provides incoming amplification for hard of hearing users without an AC
- adapter.’

40dB amplification

85dB adjustable ring volume

12dB outgoing speech amplification
Memory dial

Tone Control

Powered by phone line or battery backup

XL-T Amplified Phone

- This phone amplifies outgoing voice for a speech impaired individual as well as the incoming
~sound for an individual with hearing loss.

» 26dB outgoing speech amplification and 40dB incoming amplification
« 95dB adjustable ring volume
534
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+ 3.5mm audio output jack
+ Memory dial

+ Large keypad

» Tone control

+ Powered by AC adapter

TTYS (TEXT TELEPHONES)

‘k - 425 TTY
& —

+ Computer-style keyboard

Built-in printer .
Visual ringer i
Keyboard dialing

Auto-answer

E-turbo

- “ | 4400 TTY
\

+ Sticky key feature (for single-handed typing)
+ Visual ringer

- TTY announcer

+ 32K memory to review conversations

+ Built-in printer

« Keyboard dialing

VOICE CARRY-OVER (VCO) PHONES

VCO Phone

This phone allows a severely hard of hearing user to speak for themselves and read the other
partys response.
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26dB amplification

85dB adjustable ring volume
2-line LCD display screen
Memory dial

Tone control

Backlit keypad with large buttons

.l Captioned Telephone (CapTel®)

e

i
L]

g

- This telephone enables a severely hard of hearing user to speak for themselves and read the
incoming response.

+ 35dB amplification

* Review captions from previous calls
= Adjustable tone and volume control
» Memory dial

+ 2.5 and 3.5 mm audio output jacks

' For more information about the CapTel please contact FTRI at 800-222-3448.

‘HEARING CARRY-OVER (HCO) PHONES

. Uniphone
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This phone enables speech impaired users to listen to a conversation and then type back a
response.

+ Can be used as a standard telephone, HCO phone, VCO phone or TTY
« 2-line LCD display screen

+ Computer-style keyboard

« 8K memory to review conversations

« Printer port

+ Memory dial

+ Backlit display

IN-LINE AMPLIFIERS

HA-40

This battery powered amplifier connects to most corded telephones providing hard of hearing
users the ability to increase the volume of incoming speech through the handset.

40dB amplification

Connects to any standard phone
Amplify boost button

Powered by 9V battery

Adjustable volume and tone control
Portable

CS-1L40
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This battery powered amplifier connects to most corded telephones providing hard of hearing
users the ability to increase the volume of incoming speech through the handset.

+ 40dB amplification

+ Connects to any standard phone

« Amplify boost button

+ Powered by 9V battery

+ Adjustable volume and tone control
+ Portable

‘RINGERS

SR-200 Audio Ringer

Rings simultaneously when the phone rings alerting a hard of hearing user of an incoming call.

+ 95dB amplification

Connects to any standard phone
Adjustable volume and tone control
Choose from four ring patterns

Powered by AC adapter or battery backup

. = | IR75 Visual Ringer
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Makes a lamp flash on and off providing a Deaf individual a visual cue that the phone is ringing.

« Lamps flash to signal ringing telephone
+ 2 units per package (one main unit, one remote unit for use in other room)
« Connects to any standard lamp and phone

Tactile Ringer

This ringer vibrates to alert a Deaf and Blind user that the phone is ringing.

= Pager to be carried by user
- Remote unit to attach to braille TTY

SPECIALIZED TELEPHONES (PROVIDED ON A CASE BY CASE BASIS)

: TeliTalk

-

This phone allows an individual with a Laryngectomee to speak on the phone using a built in
"speech aid.
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Built in speech aid

Headset with built in microphone
Speakerphone for hands free use
Memory dial

RC 200 Speakerphone

00

o,

O

A

00

()
>®

oo

This phone allows an individual who is Hard of Hearing or Speech Impaired and unable to hold
the receiver (handset) the ability to use a speakerphone to communicate.

+ Hands free dialing

+ Hands free answer and hangup

+ 20 programable numbers

» Remote control and/or air switch for hands free operation

Deaf/Blind Communicator

This telephone enables a Deaf and Blind individual to type and then read the response using a
refreshable braille keypad

+ 32 cell refreshable Braille display
+ Available in either Nine-key Braille keyboard or Qwerty keyboard

« Speech output
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- Effortless thumb navigation by line, sentence, or paragraph
- One-handed mode for people with limited mobility

- Context sensitive help and indexed user guide

+ Serves as a Braille display for PC's screen reader

« Weight: 1.3kg / 2.91b
Dimensions: 25cm x 15.5cm x 5cm/9.9"x6.1" x 2"

Join FTRI on Facebook

Copyright @ 2012 Florida Telecommunications Relay, Inc.
1820 East Park Avenue Suite 101 - Tallahasses, FL 32301 - Voice: 1-800-222-3448 - TTY: 1-888-447-5620
:ad the Word

~
rea
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Florida Sty
.'1 Telecommunications .o 75}"\3 :

FTRI Relay, Inc, 771~

What is the Florida Relay Service 7117

The Florida Relay Service is the communications link for people who are Deaf, Hard of Hearing, Deaf/Blind, or Speech
Disabled. Through the Florida Relay Service, people who use specialized telephone equipment can communicate with
people who use standard telephone equipment. To call Florida Relay, dial T-1-1, or use the appropriate toll free numbers

- 1-800-955-8771 (TTY)
. 1-800-955-8770 (Voice)

. 1-800-955-1339 (ASCIl)

- 1-877-955-8260 (VCO-Direct)
- 1-877-955-5334 (STS)

. 1-877-955-8773 (Spanish)

Relay Choice Profile link https://www.relaycall.com/Profile/login.cfm

Completing a Relay Choice Profile/Relay Customer Profile e-form enables AT&T to speed up your call. If
you need help completing this e-form, please contact AT&T's National Customer Care Center at 800-682-
8786 (TTY) or 800-682-8706 (Voice) or 888-288-2184 (Fax). All the information you provide will be kept

confidential.
Emergency Assistance
+ In case of an emergency, Relay users should call 9-1-1 directly or the emergency services center in their

community
« If a relay user attempts to dials 9-1-1 through the Florida Relay Service the Relay Operator will transfer to the call

to the nearest Public Safety Answering Point (PSAP), but remember: calls placed directly to emergency service 9-
1-1 will save valuable time in urgent situations.

Customer Service
Florida Relay customer service is available 24 hours a day 365 days a year.

English
1-800-682-8786 (TTY)
1-800-682-8706 (Voice)

rm-aticustomercare@att.com (Email)

Spanish
1-800-855-2886 (Voice/TTY)
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Florida

711

- UseR FRIENDLY FEATURES ‘
“Toll-free access calling Using Relay
WHAT IS THE i Rﬁﬂable 24 hours a day, 3 365 raceilog
FLORIDA RELAY 13 aﬁ;?s?::{ons on the number grandmother L
SERVICE? (:. jengthof calls KT usually gets me
The Florida Relay Service “No chafge“’”"“‘ i 2 to the beach!
is the communications link :

for people who are Deaf, Hard of
Hearing, Deal/Blind or Speech
Disabled. Through the Florida Relay
Service people who use specialized
telephone equipment, such asaTTY
{Text Telephone) can communicate
with people who use standard
telephones.

Florida
Telecommunications
FTRI Relay, Inc.

1820 East Park Avenue, Suite 101
Tallahassee, FL 32301
1-800-222- 3448 (Voice)  1-888 4475620 {TTV4

www.ftri.org

Copyright © 2012 Florida Telecommunications Relay. Inc.
1820 East Park Avenue Sulte 101 - Tallahassee, FL 32301 - Voice: 1-800-222-3448 - TTY: 1-888-447-5620
Spread the Word
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Florida

Telecommunications ;?ﬂé? }
FTRI Relay, Inc. 71! —1\
Links

Organizations/Associations

S

oy
,.,)

t

Able Trust
Alexander Graham Bell Association forth
Area Agency on Aging tor Notith Florida {Ag
Deaf Service Center Association
Florida Association of Speech-Lanquage Palthologists & Audioloqssts (FLASHA)
F/o//d.-: Association of the Deaf (FAD)
Filorida Coordinating Council for the Deal and Hard of Hearing (FCCDHH)
Floria Deal=-Blind Association (FDBA)
Florida Larvinqectomea Association
Florida Society of Hearing Healthcare Professionals (FSHHE)
;f\,u.mq Loss Association of America - National (HLAA)
Hearing Loss Association of America - Florida (HLA-FL)
Helen Keller f\/r?fitlrra/ enter
Manufacturer's Association of Assistive Listening Devices (MAALD)
National Assaciation of the Deaf (INAD)
National Assaciation of State Relay Adimninistration
"-'"L)/ Online

Jeaf and Hard of Hearing
ng Resource Cenlter)

ate/Government

Florida Division of Vocational Rehabilitalion Services
Florida Public Scrvice Conunission
Lifetine Assistance FProgram and Linkup Florida

chools/Education

Florida School for the Deai and Blind
Om} Deafl Education
Nationaf Deaf Academy

Regional Distribution Centers

Area Agency on Aging for North Florida

Communily Center for the Deaf and Hard of Heanng of Manatee and Sarasota Counties
Center {or Hearing and Communication

Center for Independen! Living in Bicoward County

Center {or Indepandent Living of Cenlral Hlorida

Center for Independent Living of North Central Florida

Center for Independent Living of South Florida

Central Florida Speech and Hearing Center

Cil. Disability Resource Cernter

Deaf and Hard of Hearing Services

Deaf and Hard of Hearing Services of Lake and Sumter Counlies
Deaf and Hard of Hearing Services of NW Florida

Deaf and Hearing Conneclion of Tampa Bay

Deal and Hard of Hearing Services of the Treasure Coast

Deaf Service Center of Palim Beach County

Deaf Service Center of SW Florida

Disability Resowrce Center, Inc.
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o disAbility Solutions for Independent Living
Easter Seals Volusia & Flagler Counties
« Hearing and Speech Ceriter of Florida
- ndependent Living Resource Center of NE Flodida
+ Space Coast Center for Independent Living

Equipment Manufacturers

. (—:\I‘(ilﬂy
ClearSounds
Sonic Alesrt

« Ultratec

Relay

+ AT&T Relay
o« AT&T Caple/

Join FTRI on Facebook

Copyright © 2012 Flarida Telecommunications Relay, Inc.
1820 East Park Avenue Suite 101 - Taliahassee. FL 32307 - Voice: 1-800-222-3448 - T7Y: 1-888-447-5620
Spread the Word
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Florida
. Telecommunications ﬁ’?ﬁl}
77

FTRI Relay, Inc.

Find a business in your area

See the businesses that have already become "Relay Friendly." Select your city or the type of business you want to see.

Business type:

| - Al types - _jj
City:
|~ All of Florida -- =l

Search I

Florida Businesses: Don't Hang Up! Do Business! Sign up here to
become a Florida Relay Business Partner

Would you be upset if you tried to call a business and they kept hanging up on you? Thousands of Floridians who are
Deaf, Hard of Hearing, Deaf/Blind, and Speech Disabled experience this frustration every day because so many
businesses in the State of Florida do not understand how to accept a telephone call from the Florida Relay Service.

Florida Relay is a public service that allows people who have a hearing loss or speech disability to communicate over the
phone. A Relay operator serves as the communications link, between people who use specialized telephones and

people that use standard phones.

Specialized Telephone User Standard Telephone User

Relay Operator

. TTY user dials 711 4
connect to the Relay
zervice and then types
his/her message

3. Moicd user lishens
and then spaals
bad Far higfhar
reply

. T e

Z. Operator reads and vaices the
typed message and then listens
and types the spoken rmessage

So stop burning up profits and become “Relay Friendly” today! If you answer the phone and hear, “Florida Relay
Operator 2679, have you received a relay call before?” Don't Hang Up, Do Business, because someone is calling you

though the Florida Relay.
Sign up now to become a “Relay Friendly” business partner and receive the following at
absolutely No Cost:

+ Training material for you and your employees
« Advertising on the FTRI website, so that Relay users in your area can contact you.
« Reproducible artwork which can be incorporated into your current marketing plan, such as brochures and fliers.

» A press release to announce your “Relay Friendly” status to the public.
*+ A certificate to hang up in your place of business.

Become a Business Partner
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- orare you already a FTRI Business Partner?

Join FTRI on Facebook

Copyrighit & 2012 Florida Telecommunications Relay, Inc.
1820 East Park Avenue Suite 101 - Tallahassee, FL 32301 - Voice: 1-800-222-3448 - TTY. 1-888-447-5620

Spread the Word
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Florida Y
.1 Telecommunications /@,Q?/\g 3
FTRI Relay, Inc, 7117

About Us

Florida Telecommunications Relay, Inc. (FTRI) is a statewide non profit 501(c)3 organization that administers the
Specialized Telecommunications Equipment Distribution Program for citizens of Florida who are Deaf, Hard of Hearing,
Deaf/Blind and Speech Disabled. FTRI! is also responsible for the education and promotion of the Florida Relay Service.

The Florida Legislature passed the Jelecammunications Access Sysiem Act (TASA F.S. 427) in 1991. The intent of
TASA is to provide basic telecommunications services for Hard of Hearing, Deaf, Deaf/Blind, and Speech Disabled
individuals, in the most cost effective way possible. TASA mandates that the FTRI equipment distribution program and
the Florida Relay Service be funded by a monthly surcharge billed to all telephone customers (landlines) in the State of
Florida. The specialized telephone equipment and ring signaling devices provided through this program are loaned to all
qualified permanent Florida residents for as long as they need i, at no charge.

Customer Service

FTRI is committed to making sure all clients receive excellent service. If you have a concern or comment about any
service you receive from FTR! or any of its Regional Distribution Centers, please contact us at 1-800-222-3448 (Voice) or
1-888-447-5620 (TTY), Monday - Friday, 8:30 a.m. - 5:00 p.m. Or you can write to us at:

Florida Telecommunications Relay, Inc.
Attn: EDP Manager

1820 East Park Avenue

Suite 101

Tallahassee, FL 32301

Florida Public Service Commission

The Florida Public Service Commission (FPSC) requlates Florida's utilities and is responsible for overseeing TASA. If
you have a problem or question, you can contact the FPSC for assistance.

To Call the FPSC: Dial 1-800-342-3552 (Voice), menu only. TTY users must call through Florida Relay (7-1-1) and call
the 800 number mentioned above. Once the menu starts, ask the relay operator (OPR) to press the number 2. Then wait
for a person to answer your call to start your conversation.

If writing, mail to:

Florida Public Service Commission
Division of Consumer Affairs

2540 Shumard Oak Bivd.
Tallahassee, FL 32399

FAX Number: 1-800-511-0809

On the web:
FPSC Home Page
FPSC Complaint Page

Join FTRI on Facebook

&
.~

Copyright & 2012 Florida Telecommunications Relay, Inc.
1820 East Parlc Avenue Suite 101 - Tallahassce, FL 32301 - Voice: 1-800-222-3448 - TTY: 1-888-447-5620
Spread the Word
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Florida
. Telecommunications
FTRI Relay, Inc.

Find a Location

We have over 25 locations around the state of Florida that will help

you with your specialized phones or host events. Choose a location
nearest you by clicking on the map, selecting the city nearest to you
from the list to the right, or search by zip code.
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Page 1 of 1

Find by Zip Code

Search

Crystal River

Daytona Beach (Dunn Ave)

Fort Myers

Ft. Lauderdale (W. Cypress Creek Roac
Ft. Lauderdale (North State Road 7)
Gainesville

Jacksonville

Jensen Beach

Lakeland

Largo

Miami (Biscayne Blvd)
Miami (SW 72 Street)
Ocala (NE 24th Street)
Ocala (SW Hwy 200)
Panama City
Pensacola

Port Richey

Punta Gorda
Rockledae

a
Tallahasses
West Palm Beach

Winter Park

Copyright ® 2012 Florida Telecommunications Relay, Inc.
1820 East Park Avenua Suite 101 - Tallohasses FL 32301 - Voice: 1-800-222-3448 - TTY: 1-8688-447-5620

Soread e Word
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Florida Relay - TASA Committee

FLORIDA RELAY

TASA ADVISORY COMMITTEE

MEETINGS:

The next TASA Advisory Committee is tentatively scheduled for October 2012.

e Transcript of TASA meeting on October 28, 2011 (PDF file size SMB)

» Transcript of TASA meeting on April 27, 2012 (PDF file size 10.IMB)

MEMBERS:

Mr. Steve Howells

Disability Rights Florida

2671 Executive Center Circle, W.,
Suite 100

Tallahassee, FL 32301-5024
(800) 342-0823 - Voice

(800) 346-4127 - TDD/TTY
(850) 488-8640 - Fax
s.howells@advocacycenter.org

Ms. Kim Schur, AUD
Director

Center for Hearing and
Communication

2900 West Cypress Creek Road
Suite 3

Ft. Lauderdale, F1.33309
(954) 601-1930 - Voice/TTY
(954) 601-1399 - Fax

(866) 954-2681 - VRS
kschur(@chchearing.org

Jon Ziev

17105 Cypresswood Way
Clermont, FL 34714
USFJON(@aol.com

Florida Association of the Deaf, Inc.

Cheryl Rhodes

Florida Deaf/Blind Association
500 Northfield Lane

The Villages, FL 32162

(352) 751-5469 - TTY
live.oak@comcast.net

Becki Edmonston

Verizon - South Area Region

106 East College Avenue

Suite 710

Tallahassee, Florida 32301-7721
(850) 681-3756

(850) 222-2912 - Fax
rebecca.edmonston(@verizon.com

Maryrose Sirianni

BellSouth Telecommunications,
Inc., d/b/a AT&T Florida

150 South Monroe Street

Suite 400

Tallahassee, Florida 32301
(850) 577-5553

(850) 222-8640 - Fax
ms8675(@att.com

Richard Herring

1317 Caloosa Lake Court
Sun City, Florida 33573-4869
(813) 642-0558 - TTY

551

Louis J. Schwarz

Florida Association of the Deaf,
Inc.

2172 Blackville Drive

The Villages, FL 32162-1404
(301) 242-9033 - Text Relay

http://www.floridapsc.com/utilities/telecomm/relay/committee.aspx

Page 1 of 2

8/14/2012



Florida Relay - TASA Committee Page 2 of 2

(813) 633-3258 - Fax (866) 824-4228 - Video Relay
rhmann@tampabay.rr.com deatbowtie@gmail.com

Chris Littlewood

Project Coordinator 11

St. Petersburg College Center
for Public Safety Innovation
National Terrorism Preparedness
Institute

(727) 341-4109 - CapTel

(727) 341-4524 - Fax

(727) 498-2059 - VP
littlewood.chris@spcollege.edu

Back to I'lorida Relay Home
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Bob Casey

From: Bob Casey

Sent:  Wednesday, November 30, 2011 3:57 PM
To: 'TRS_POC@fcc.gov'

Cc: Beth Salak; Bob Casey; Cindy Miller

Subject: CG Docket No. 03-123 - Notification of Substantive Change to Florida TRS Program - Removal of
CapTel Roaming and Guest Options

In accordance with 47 C.F.R. §64.605(f), Florida notifies the Federal Communications
Commission that there has been a substantive change in Florida’s Telecommunications
Relay Service program. By Commission Order PSC-10-0152-PAA-TP, Florida no
longer allows roaming or guest options for its CapTel program. Although the FCC has
not made CapTel a mandatory service as part of the certification standard, it has ruled
that CapTel is a telecommunications relay service. The Florida TRS program continues
tfo meet federal minimum standards after implementing the substantive change.

If you have any questions, please feel free to contact Bob Casey at (850) 413-6974.
Thank you.

Robert J. Casey

Public Utilities Supervisor

Florida Public Service Commission
2540 Shumard Oak Boulevard
Tallahassee, Florida 32399-0850
bcasey@psc.state.fl.us

(850) 413-6974

Fax (850)413-6975
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Bob Casey

From: Bob Casey

Sent:  Thursday, May 31, 2012 8:16 AM

To: "TRS_POC@fcc.gov'

Cc: Beth Salak; Cindy Miller; Bob Casey; Bob Trapp; Curtis Williams; Gregory Hlibok
(Gregory.Hlibok@fcc.gov)

Subject: CG Docket No. 03-123 - Notification of Substantive Change to Florida TRS Program - New Relay
Provider

In accordance with 47 C.F.R. §64.606 (f), the Florida Public Service Commission

(FPSC) notifies the Federal Communications Commission that there will be a

substantive change in Florida’s Telecommunications Relay Service program. On

February 14, 2012, the FPSC awarded AT&T Relay a contract to provide relay service

for a period of three years beginning June 1, 2012. The transition from Sprint Relay to

AT&T Relay will occur at midnight on May 31, 2012. The contract includes four one-

year options after the initial three-year period. As of June 1, 2012, the Florida Relay

program will discontinue French Creole relay service. The Florida TRS program will

continue to meet federal minimum standards after implementing the substantive

change.

We request that the following changes be made to the Florida TRS Page on the FCC
Web site:

TRS Telephone Numbers
(Service Provider: Sprint AT& 1)

Customer Service #: =
English: 800-855-2881 (V), 800-855-2880 (T)
Spanish: 800-855-2885 (V), 800-855-2884 (T)

» BO6-I55-8770CH
» +B866=955-877H )
» 8795553345 TS)

Contact for TRS Complaints:

Division of Serviee; Safety, Reliability, and Consumer Assistance, Florida Public Service Commission

2540 Shumard Oak Boulevard

Tallahassee, Florida 32999-0850

Telephone numbers: 850-413-6100; Complaint Line (Voice): 800-342-3552

Florida Relay Service: TDD ASCII 800-955-1339; TDD Baudot 800-955-8771; Voice 800-955-8770; Spanish
Service 877-955-8773; STS 877-955-5334; VCO Direct 877-955-8260

Customer Service 866~676-377F 800-855-2881; Spanish Service 877~955-8773 800-855-2885
FrenehrEreote-Serviee§77-955-8767Toll Free Fax: 800-511-0809
E-mail: contact@psc.state.fl.us
Web Address: www.floridapsc.com Correspondence: Division of ServieerSafety, Reliability, and Consumer
Assistance
Florida Public Service Commission
2540 Shumard Oak Boulevard
Tallahassee, FL 32999-0850
Contact Telephone numbers:
Primary contact: Bob Casey 850-413-6974; Fax: 850-413-6975; E-mail: bcasey@psc.state.fl.us
Curtis Williams 850-413-6924; Fax 850-413-6925; E-mail cjwillia@psc.state.fl.us
Cindy Miller 850-413-6082; Fax: 850-413-6083; E-mail: cmiller@psc.state.fl.us
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If you have any questions, please feel free to contact Bob Casey at (850) 413-6974. Thank you.

Robert J. Casey

Public Utilities Supervisor

Florida Public Service Commission
2540 Shumard Oak Boulevard
Tallahassee, Florida 32399-0850
bcasey@psc.state.fl.us

(850) 413-6974

Fax (850)413-6975
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